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ORACLE CONFRONTS 
PRICING, USER ISSUES 


Oracle’s Japanese price 
cuts spark U.S. interest 
BY DAN VERTON 


Oracle Corp.’s Japanese unit 
last week slashed prices for the 


company’s database software | 
| that’s focused on Oracle’s busi- 


by 25% and increased volume 
discounts to 35%, raising hopes 
among U.S. users that 
the cuts herald lower 
prices here. 

The price reduc- 
tion in Japan, which 
will take effect July 1, is the sec- 
ond such reduction Oracle’s 
Japanese unit has announced 
there in six months, according 
to a report released May 31 by 
Credit Suisse First Boston Se- 
curities Ltd. in Japan. In Janu- 
ary, Oracle Japan streamlined 
its pricing structure in a man- 
ner similar to what Oracle put 


Oracle, page 89 | 


Vendor, OAUG battle 
over conference plans 


BY MARC L. SONGINI 

With the deadline for a settle- 
ment missed, Oracle Corp. and 
the independent user group 


ness applications are still at 
and negotia- 
tions are in limbo. 
The company has 
been feuding for the 
past year with the Or- 
acle Application Users Group 


odds, 


| over which of them will host 


and support user conferences. 
OAUG’s leadership said it 
was further confused after Or- 
acle publicized the ongoing ne- 
gotiations and set a now- 
elapsed May 31 deadline for the 
Atlanta-based group to 
accept a proposal made by the 


user 


company. 


EXCHANGES DUMP TRANSACTION FEES 


NEWSPAPER 


Subscriptions, service 
contracts taking over 
BY MICHAEL MEEHAN 
Transaction fees, long a gold 
mine for technological middle- 
men, may soon become a thing 


of the past for online market- | 


places. 
Internet exchanges were cre- 
ated with an eye toward open- 


| tors 


ing commerce among new 
partners and squeezing costs 
for all involved. Now, partici- 
pants and marketplace opera- 
alike say transaction fees 
run counter to those goals, and 
many of the biggest exchanges 
are vowing to banish the fees. 
“By and large, 
fees are a thing of the past,” 


| said Patrick Wildenburg, vice 


Exchanges, page 16 
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transaction | 


| Semico 
Phoenix-based chip consultan- 


| start 
| workstations based on the 64- 
| bit processor later this month. 


appears to be circum- 
he negotiation proc- 


ess and trying 


Oracle 
venting tl 
to sell the deal 
directly to the user group’s 
according to OAUG 
President Jeremy Young. 

“We felt we were involved in 


a negotiation,” Young, 


members, 


said 
who works as 
ness process manager at Brus- 
DHL Worldwide 
OAUG, page 89 


INTEL'S ITANIUM 
FINALLY ARRIVES 


But hardw are won’t 
be mature for a year 


sels-based 


BY JAIKUMAR VIJAYAN 
The announcement last week 
that based on Intel 
Corp.’s Itanium 
processor should start ship- 


systems 
long-delayed 


ping this month was welcome 


news to users hoping to run | 


large enterprise applications 


on commodity hardware, users 


and analysts said. 

But it will be at least another 
year before the operating sys- 
tems, commercial applications 
and based on the 
processor are mature enough 
for this to happen, they said. 

“For those who have been 
champing at the bit for 64-bit 
Intel hardware, here it is,” said 
Tony Massimini, an analyst at 
Research Corp., a 


servers 


cy. “Those who want better 
performance, just wait a bit.” 
Intel last week said that up 
to 25 vendors are expected to 
and 


shipping servers 


Itanium, page 89 


1 finance busi- | 


RON GRIFFIN is CIO 
Pimms CeO a 
PU CL Ct) 
No. 1 on Computer- 
Ue a 

PUG mT ey ee 


The best employers for IT professionals 
are the ones that care about career 
growth, invest in training, encour- 
age diversity and have the hottest 
projects — even in tough times. 
We list the top 100 in our eighth 
annual survey report. 
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The first installment of this 
four-part series begins on page 40 











Your 
customers, suppliers, and partners all need to work together over 
the Web. You have to make it happen. If you use BizTalk Server 
2000, you actually can. Part of the Microsoft .NET Enterprise 
Server family, BizTalk Server 2000 brings together the tools and 
services you need to rapidly integrate applications that run within 


and across organizational boundaries. 


That’s because BizTalk Server 2000 has powerful visual tools 
that fully utilize XML, allowing you to quickly design, build, and 
orchestrate all your business processes. BizTalk Orchestration 
Designer makes it possible for business analysts and developers 


to collaborate with ease. You can also generate XML document 


schemas quickly and simply with BizTalk Editor, while BizTalk 


Mapper makes it easy to visually transform one business document 
into another via XML. BizTalk 
Server 2000 also maximizes 
the value of legacy systems 
by making it easier to convert 
XML data to and from various 


structured data formats. 


To learn more about how BizTalk Server 2000 can get all your 
business processes working in harmony over the Internet, visit 


microsoft.com/ biztalk 





SIEMENS 


We're making business mobile. See how your business can profit at: www.sbs-usa.siemens.com/mobilebiz.htm 


Customers don't like waiting 


They don't know model numbers 








GETTING AN EDGE 


The economy is cooling. 


' COMPUTERWORLD HONORS 


This year’s finalists 


Competition for jobs is are using technology 
heating up. Job seekers need 
IS to really make themselves 
~ stand out in the crowd. We 


asked two staffing experts for 


to improve society, 
from aiding physicians 
in the transmission of 
high-resolution diag- 
their advice on how to impress nostic images to using 
even the most fussy hiring 


manager. PAGE 71. 


supercomputers and modeling software 
to someday predict earthquakes and vol 
canic eruptions, work that’s being done at 
*rinceton by Hans-Peter Bunge (above). 


PAGE 32. 


A Le A 


COMPUTERWORLD 


NEWS i 


6 Tracking e-mail is just one 
feature offered by companies 
selling digital-rights management 
software for e-mail systems. 


7 Polish your soft skills and 
invest in technical training, say 
employers and recent job hunters. 


8 SAS announces customer rela- 
tionship management software and 
services for midmarket retailers. 


10 Windows XP, the latest version 
of Microsoft’s Office software, is 
launched with much fanfare. 


17 Feds file charges against 90 
people allegedly involved in Inter- 
net fraud schemes. 


20 A global electronic surveil- 
lance network run by the U.S. and 
other nations is far less capable 
than previously reported, accord- 
ing to the European Parliament. 


BUSINESS == 39 


SPECIAL REPORT: 
BEST PLACES TO WORK 


40 Acooling economy tightens 
budgets, but top IT employers stick 
with training and other programs 
to keep staffers loyal and motivated 


48 Paul A. Strassmann pokes 
holes in the notion that IT spend- 
ing will just keep on growing. 


50 Web design requires an 
understanding of psychology 
that most designers lack, one 
researcher claims. 


50 Kevin Fogarty writes that 
depending on CRM to solve busi- 
ness problems will leave many 
companies stranded. 


53 Executive connections require 
more than understanding simple 
business-speak; they’re a cultural 
change for IT folk. 


(° NO 5 p.m., visit our Web site. www.computerworld.com/latestnews 
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KEEP ‘EM HAPPY 


Being a top employer gets a lot 
tougher in the midst of a cooling 
economy. We identify low-cost 
retention strategies that can have 
enormous paybacks. 
www.computerworld.com/retainadvice 


CRM MYTHS 


What are the myths and what are 
the realities of customer relation- 
ship management? Kevin Rosen, 
director of the CRM practice at 
Silverline Technologies Ltd., 
outlines his views. 
www.computerworld.com/ecommerce 


TECHNOLOGY 99 


60 Web services, an application 
development method that allows 
applications to swap functionality 
over the Web, gains favor with 


users. 


62 Security Manager’s Journal: 
An employee at security manager 
Mathias Thurman’s company is 
implicated in a hacker attack, but 
is he a hacker or a dupe? 


64 Future Watch: TimeFinder 
software will let users manipulate 
simple graphical tools to query 
huge databases. 


66 Fewer servers can lead to 
better performance if the consoli- 
dation is done with care, according 
to users. 


68 Online auctioneer eBay has 
lessons to share about designing a 
Web site that must accommodate 
tremendous growth in a short 
amount of time. 


DOES COBOL LIVE? 


Columnist William Ulrich 
believes that Cobol remains 

an important part of enterprise 
IT strategy. Tell us your view in 
our discussion forum. 
www.computerworld.com/cobolforum 


Patricia Keefe finds a b1 
spot amid all the gloomy economic 
news: Cisco’s idea for some of its 


pink-slipped employees 


Pimm Fox writes that th 
that collect, resell or share « 
should bear the bur 


ing with online privacy policies 


Andrew Wilson says that 
despite a slower economy, I] 
managers don’t have to close the 


door to new H-I1B professionals 


Bill Laberis shares a few ideas 
that may persuade senior execu 
tives to open up their checkbooks 
for IT security. 


Frank Hayes warns that the 
Internet isn’t going to become 


safer; all the more reason to en 


crypt everything. 


Editorial/Letters 

How to Contact CW 88 
Company Index 88 
Shark Tank 90 


AD-COMMERCE 


It takes collaboration and effort to 
make a fully integrated, end-to-end 
advertising exchange achieve its 
true potential. Communities 
columnist Caroline Oberg takes us 
through the process. 
www.computerworld.com/ecommerce 
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Palm to Lay Off 
More Workers 


Handheld computer maker Palm 
Inc., which laid off about 300 regu- 
lar and contract workers last 
month, said Friday that it will make 
additional job cuts to further reduce 
internal costs. Details are due to be 
announced late this month. In a re- 
lated matter, mobile software ven- 
dor Extended Systems Inc. is cut 
ting its workforce by 15% in the 
wake of last month’s collapse of a 
deal in which Santa Clara, Calif.- 
based Palm would have bought the 
Boise, Idaho-based company. 


PSINet Files For 
Chapter Tl Protection 


Beleaguered Internet service 
provider PSINet Inc. Friday said it 
filed for Chapter 11 bankruptcy pro- 
tection, along with 24 of its U.S. op- 
erating subsidiaries. The Ashburn, 
Va.-based company said four of its 
Canadian units are also seeking 
protection from creditors under 
Canada laws. The filings don’t affect 
PSINet's overseas operations or its 
Houston-based consulting business, 
Metamor Worldwide Inc. (For more 
about PSiNet, see page 10.) 


Three Indicted in 
Lucent/China Case 


On May 31, a U.S. federal grand jury 
indicted three men on charges of 
conspiring to steal Lucent Technolo- 
gies Inc.'s trade secrets and sell 
them to a Chinese government- 
owned company. Charged in the 
one-count indictment are Hai Lin 
and Kai Xu, both former employees 
of Lucent, and Yong-Qing Cheng, 
who had served as a consultant to 
the Murray Hill, N.J.-based compa- 


Pathstar Access Server, which- 
sends voice and data services over 
the Internet. Using e-mail, a pass- 
word-protected Web site and visits 
to China, the three men conspired 
to steal the source code, software 
and the entire design of the Path- 
star Server, prosecutors alleged. 


| San Francisco, 


| sage 
ny. All three had worked on Lucent's | 
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Digital-Rights Apps 
‘Track, Retrieve E-Mail 


Small vendors offering new technology, 
with Lotus, Microsoft close behind 


BY JENNIFER DISABATINO 
F A MESSAGE DISAPPEARS 
after did it 
Some 


you read it, 

ever really exist? 

new technology begs the 
question. 

A handful of small software 

manufacturers are selling digi- 

tal-rights 


management soft- 


ware for e-mail. Users can 


decide how long a message 
remains on _ the 
desktop, if it can be forwarded 


or copied and even if it can be 


recipient’s 


recalled after it has been sent 
and opened. 

While the 
or write over opened messages 
is available 


ability to retrieve 


from only a few 
companies like Atabok Inc. in 
Newton, Mass., and Authentica 
Inc. in Waltham, Mass., 
vendors like Disappearing Inc. 
in San Francisco provide stored 


other 


encryption keys that expire at a 
time the user specifies. 

Major vendors aren’t far be- 
hind Lotus Development 
Corp. digital- 
rights management features in 
its Notes software. These fea- 
tures enable senders to block 
recipients from forwarding, 
printing or copying e-mails. 

Microsoft Outlook 
2002 lets the sender retrieve 
mail after it has been sent. 


offers some 


Corp.’s 


Avoiding Unnecessary Costs 
Michelle Sanger, technology 
manager at Landor Associates, 
a corporate branding firm in 
said she uses 
Atabok to track e-mail mes- 
sages. For her, owning the mes- 
isn’t as imperative as 
tracking it. “When the client 
pays us to create a design, they 
own it,” said Sanger. However, 


assurance that a document ar- | 
rived on the client’s desktop is | 


a priority, she explained. 

“It’s so easy to rely on FedEx. 
Ne’re trying to get away from 
unnecessary costs,” Sanger said. 


Most people think of Napster 
Inc. and audio files when they 
consider digital-rights manage 
ment, according to Joshua Duhl, 
an analyst at IDC in Framing- 
ham, Mass. But the potential is 
greater in messaging 
because the most-used Internet 
application is e-mail, he said. 

But business and legal moti- 
vators will protect that data. 
Among the top concerns 
spurring adoption of digital- 


systems 


rights management software in 
e-mail systems are the Health 
Insurance Portability 
countability Act, 
intellectual property, legal pro- 
tection and privacy, Duhl said. 
David president of 
Ferris Research in San Francis 


and Ac 


Ferris, 


co, agreed that there’s a need, if | 
not a demand, for this type of 
software despite being early in 
its development. 

“It’s still very early days for | 
them all,” And the | 
software that has come out is | 
only in its first or second ver- 
sion, further hindering adop- | 
Disappear- 


Ferris said. 


tion. For example, 


vulnerable | 
| an Atabok server sends a command to 
| the recipient's desktop and writes over 
| the message nine times, rendering it 

| unreadable. 
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What It Is 


Atabok’s ASP-based digital- 
rights management 


w The user and recipient must install a 
plug- in to send or read mail. 


* The user decides what rights the 


| message’ Ss recipients will have. 


« When the user retrieves a message, 


ing Inc.’s product works only 


| with Outlook on the sender 


side, and Atabok just released 

its retrieval tool last week. 
Analysts said that 

Notes and Outlook 


once 
incorpo- 


| rate digital-rights management 


tools, there will be little point 
using third party vendors. D 


Sun Highlights Web Services at JavaOne 


Web services will no doubt feature 
prominently at Sun Microsystems 
Inc.'s JavaOne Conference in San 
Francisco this week 

The new style of developing 
applications aims to ease content 
delivery to a variety of devices and 
across operating systems. But 
while Sun beats the drum for its 
newer initiatives, many users told 
Computerworld that they're still 
tackling old issues, such as single 
sign-on and code reuse, as they 
also contend with product updates. 

Launched in February, Sun's 
Web services strategy, called Sun 
One Net Environment, is designed 
to enable the use of component ar- 
chitectures to allow applications to 
share functionality across the Web 
to disparate computing platforms, 
such as PCs, handheld pagers and 
cellular phones 

A number of firms have begun 
to build Java-based applications 
that exploit Web services or are 
laying the underlying groundwork 
for such applications. 

Michael Taschuk, director of 
Web Solutions at employee bene- 
fits provider CitiStreet, a division of 
$112 billion Citigroup Inc. in New 
York, has begun using Simple Ob- 
ject Access Protocol and XML as a 
precursor to Web services. And a 
Web services infrastructure will 





support much needed single sign- 
on capabilities, he said 

“The biggest issues we're facing 
are central security and single 
sign-on for users,” said Taschuk, 
adding that the need for single 
sign-on has increased with the 
growth of Web-based applications. 

“Every department 
has built their own ap- 
plications to access 
business data with 
their own user valida- 
tion information,” said 
Taschuk. 

At last year's 
JavaOne, vitriol over 
whether IBM had offi- 
cially licensed the 
rights to use Sun's 
Java specifications 
poured back and forth 
between the two ven- 
dors. A month after 
the conference, Sun 
acknowledged that 
IBM holds a perpetual 
license to the technol- 
ogy. 

But friction between the two 
most prominent Java vendors pre- 
sented a problem for users last 
year and continues to pose a con- 
cern today. 

“The Java language is still 
evolving,” said Haydon Harrison, a 


| 
| 
| 
| 


initiative 


Webwide 


Sun’s One Net 
Environment: 

= Consists of technolo- 
gy culled from Sun's 
Forte development 
tools and server pack- 
ages from iPlanet 
E-Commerce Solutions 


= Includes five e-com- 
merce applications 
built by iPlanet 


= Will be delivered in 
the next two years 


= Competes with 
Microsoft's .Net 


developer at a major farm equip- 
ment manufacturer in the Midwest 
that uses IBM's VisualAge tools 


| and WebSphere application server. 


“One of the problems with the 


| tools that depend on other [ven- 


dors’] products is that they tend to 
lag behind on direct changes to 
Java,” Harrison said 
“I'm waiting for Web- 
Sphere and Visual- 
Age to catch up.” 

Chuck Grindel, a 
software engineer at 
Boston-based online 
health insurance 
claims processor 
NaviMedix Inc., con- 
sidered switching to 
a Java-based envi- 
ronment and IBM's 
WebSphere last year 
but finally opted for 
Microsoft Corp.'s 
development tools 
instead. 

“We decided to go 
with Microsoft, as ap- 
posed to Java,” said 


| Grindel. The case IBM made for its 


Java products at JavaOne wasn’t 
compelling enough, he added. “We 
don’t do anything .Net yet. We're 
using the older technology, but the 
platform is performing.” 

- Lee Copeland Gladwin 
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Employers Say Job Hunters Need Soft Skills, Training 


Ongoing layoffs make staying sharp key in competitive market 


BY JULEKHA DASH 
Amidst layoffs and corporate 
hiring 
need to polish their interview- 
and other soft 
skills as well as invest in tech- 
nology training in order to find 


freezes, job hunters 


ing so-called 


work, say employers and suc- 
cessful job hunters. 

According to a report issued 
last week by outplacement 
firm Challenger Gray & 
Christmas Inc., dot-com firms 
cut 13,419 jobs in May, the sec- 
highest monthly total 
since the company began 
tracking layoffs in December 
1999. April, the highest month 
for layoffs, saw 17,554 jobs cut. 

John Challenger, the Chica- 
go-based firm’s president and 
CEO, said the dip in layoffs in- 


ond 


dicates that the economy is in 
the “latter stages of a shake- 
out.” Many of the Internet in- 
frastructure companies, which 
had until recently been insulat- 
ed from the downturn, are now 
cutting their workforces, an- 
other indication that the lay- 
offs are near the end. 

But pink-slipped workers 
still face a lot of competition in 
the job market and can help 
themselves only if they come 
to an interview with realistic 
salary expectations and a dose 
of humility, said Rebecca Dill, 
executive producer at New 
York-based Internet consulting 
and design firm Drumbeat 
Digital LLC. The firm has IT 
openings for a technical proj- 
ect manager and a director of 
technology, among other posi- 
tions. 


A Good Perspective 

“The biggest problem we’re 
seeing [among interviewees] is 
that most of the people who 
have been in the industry in 
the last three to five years have 
been in a bubble,” 
“The notion of what they want 
in a job is a lot higher than 
what's realistic,” said Dill, who 
was one of about 700 attendees 
at a pink-slip party last week 


she said. 


held at Hush, a Manhattan bar. 
For some positions, business 
skills and soft skills may be 
more important than technical 
expertise. When several appli- 
cants are competing for an IT 
position, the one with good 
communication skills will of- 
ten get the job. “Interpersonal 
skills win over technical 
skills,” Keith Vencel, a 
product manager at Sacramen- 
to, Calif.-based Sutter Health. 
The company currently has 
12 IT job openings, mostly for 


said 


application analysts. Because 
these positions involve deter- 
mining end-user system re- 
quirements and _ end-user 
training, applicants need to be 
good listeners and attentive to 
customer service, said Vencel. 

For instance, Vencel counts 


how many times a prospective 
hire interrupts him during an 
interview. Vencel was among 
150 attendees at the Strategic 
IT Staffing Conference held 
here last week. 


Staying in the Know 

Vencel also likes IT workers 
who have taken an active role 
in shaping their own careers 
by attending conferences and 
getting training in areas of 
technology that interest them. 
Proactive 
more likely to constantly find 
challenges in their jobs at Sut- 
ter and therefore stay at the 
company longer, he said. 


technologists are 


But keeping your technology 
skills sharp is also critical 
when you have been laid off 
not using 


because “you're 


Bank Tries Using Automated 
Apps to Cut Contract Hours 


Centralizing hiring 
process may enable 
better service deals 


BY JULEKHA DASH 
NEW YORK 


Deutsche Bank AG is in the 
process of changing the way it 


selects and manages some of | 


its contract workforce in the 
New York area in an effort to 
cut costs and reduce adminis- 
trative overhead 

In January, the 
based company 
Web-based software system 
from Mountain Lakes, NJJ.- 
Computer Horizons 


Frankfurt- 
installed a 


based 


Corp. that automates much of | 


the work associated with man- 
aging contract professionals. 
The system is designed to 
help identify consultants for 
specific jobs; users enter their 
requirements and then the sys- 


tem scans a database for con- 
sultants with relevant skills. It 
also automates some billing 


and payroll processing for con- | 


tractors, said Deutsche Bank 

Vice President Bruce Dunn. 
The software helps the bank 

compare what it pays for cer- 


tain skills to market rates for | 


similar skills, Dunn told the au- 
dience at last week’s Strategic 
IT Staffing Conference here. 

If the Computer Horizons 
Information Management Effi- 
ciency System (CHIMES) 
works well in New York, 
Deutsche Bank may extend it 
to its other U.S. offices, as well 
offices in Australia and Japan, 
he said. 


Efficiency Sought 

Dunn hasn’t yet determined 
whether the software will actu- 
ally reduce the number of con- 
tractor hours Deutsche Bank 
pays for, but he did say its 
tracking and record-keeping 


those skills daily,” said Bill De- 
Castro, who will begin working 
this week as a senior applica- 
tion developer at EquiServe 
LP, a Jersey City, N.J.-based 
provider of corporate share- 
holder services. The 26-year- 
old was laid off in February 
from his job as an IT consul- 
tant at Sumitomo Bank, now 
part of Tokyo-based Sumitomo 
Mitsui Banking Corp., and said 
he treated job hunting as a full- 
time job. 


DeCastro spent a couple of 


evenings a week at a bookstore 
reading technical articles and 


books to keep his knowledge of 


database and Visual Basic pro- 
gramming current. DeCastro 
also spent several hours a day 
taking advantage of the free 
Ethernet the New 
York Public Library to search 
online job postings, research 


access at 
companies and send his ré- 


functions could help the com- 
pany negotiate better deals 
with service providers. 

For instance, the system is 
helping to centralize the con- 
tractor hiring process, so the 
bank will know not only billing 
rates but also how quickly con- 
tractors are being paid by indi- 
vidual managers. By arranging 
to pay for services within the 
first 30 days, Deutsche Bank 
could negotiate lower rates for 
its contractors. 

Even a 5% to 10% reduction 
in the $150 million the bank 
spends annually on IT consul- 


Chiming In 


| Designed to help manage IT 
consultants, Computer Hori- 
zon’s CHIMES software: 
= Automates billing, payroll 
and other administrative 
functions 


= Provides information that 


should help the bank negoti- | 


ate better rates 


= includes metrics reporting 
that helps the bank gauge 
vendors’ performance 


Working at It 


Some employers give this ad- 
vice to job seekers: 
> Keep your technical 
skills up to date 


> Polish your interviewing, 
communication and 
other soft skills 


> Maintain contacts with 
employers, even if they 
don’t offer you a job 


>» Change your expecta- 
tions for salary, benefits 
given the downturn 


sumé to recruiters and em- 
ployers. 

But even if you find a job, 
maintaining a good network of 
contacts is key in this econo- 
my, said Keep in 
touch with employers who in- 


DeCastro 


terviewed you every couple of 
months, he advised. 
“the next time [you’re laid off 


That way, 


you'll have contacts,” he said. B 


tants and 
would be significant 
Dunn said. 
Companies that have estab 
lished benchmarks for consult- 
ing rates have a lot of negotiat- 


project managers 


Savl 


ngs, 


ing leverage, especially when 
the economy is 
creates a buyer’s market for 


Paloma 


slow, which 


consultants, said 
Hawry, a partner at 
Consulting Group Ine. in 
Shaumburg, Ill. 

In the Chicago area, for in 
stance, rates for IT consultants 
have dropped by 25° 
of the slowing economy, ac- 
cording to Actoras President 
and CEO Darlene Pinkowski. 

But implementing software 
like CHIMES involves a signif- 
icant cultural shift, said Kazim 
Isfahani, an analyst at Cam 
bridge, Mass.-based Giga In- 
formation Group Inc. 

Typically, hiring managers 
know 


Actoras 


is a result 


hire contractors they 
and like, but a system that cen 
the 
managers to do 


tralizes process forces 
away with 
“rogue hiring,” which might 
save money but could also pre 
vent managers from hiring the 
specific 


want, said Isfahani. D 


consultants they 
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Users: SAS Future in 
ASP Arena Uncertain 


Say CRM app integration key to success 


BY MARYFRAN JOHNSON 


ess 
its hat into the 
ring of ap 

n service pro 

viders (ASP) last 
week, announcing customer re- 
lationship manag nt (CRM) 
software and services aimed at 


midmar tailers that might 


otherwise find its high-end an- 
alytics ions too pricey 
or complex to manage 
But whether the rent-an-a 

plication approach can 
SAS serious traction — and se 
rious revenue in the turbu- 
lent market for CRM software 
is an open question, said sever- 


at SeUGI 19, the 
SAS European Users’ Group 


ai users nere 


International's annual meeting 

“I think they’re sticking a toe 
Shaun 
technology 


in the water,” said 


Coyne, ¢ hief offi- 
cer at Stamford, Conn.-based 
GE Capital Real Estate, one of 
SAS’s largest But, 


“payback needs to be 


customers 
he said 
there early on” for companies 
implementing CRM 

Plano, 
Electronic Data 


Teaming up with 
Texas-based 
Systems Corp. as the host 
site and Compaq Computer 
Corp. as the hardware provider, 
the Cary, N.C.-based company 
is offering SAS IntelliVisor for 
Retail at an initial sign-up cost 
of $30,000, with monthly fees 
of $20,000. 

“In the CRM world, there’s no 


clear 


leader because no one 
product manages across all cus- 
tomer channels equally well,” 
said William Lepler, vice presi- 
dent of CRM at The 
Limited Inc. in Columbus, Ohio 
“If SAS can keep up the high 
quality of its software, they'll be 


successful at this. But the key 


retailer 


differentiator will be the ease 
of integration, because CRM is 
ation nightmare.” 


AMR Research Inc 


ton recently estimated that of 


in Bos- 


approximately 500 CRM ven 
dors in the market today, about 
85% will be gone by 2005. Yet 
CRM remains top-of-mind for 
many IT executives and their 
companies, according to a re- 
cent study from Intellor Group 
Inc. in Gaithersburg, Md. The 
analyst firm surveyed 137 com- 
panies, 88% of which were us- 
ing or thinking about using 
CRM systems. 

“The combination of SAS’s 
tool capabilities and its core 
strength in drawing informa- 
tion from any source speaks to 


a position no one else owns,” 


said Michael Boyd, director of 


retailer Eddie Bauer 
? The 


they’re trying to 


CRM at 
Inc. in Redmond, Wash 
way I see it, 
evolve to a point where they’re 
charging for value vs. 
charging for the product.” 

The ability 
crunch valuable 
customers from multiple chan- 


nels, including the Web, cata 


just 


and 
about 


to gather 


data 


log sales or store locations, is 
the force fueling Web-based 
CRM, Boyd said. “We're just 
starting to understand how to 
use channels more effectively,” 
he said, noting that companies 
often embark on costly CRM 
understand- 


projects without 


ing the underlying goals. 


But companies the size of 


The Limited and Eddie Bauer 
are unlikely customers for the 
ASP offering from SAS. The 


real targets for the Web-based 


The key 
differentiator 
will be the ease 
of integration, 
because CRM 
is an integration 
nightmare. 


WILLIAM LEPLER, 
VICE PRESIDENT OF CRM, 
THE LIMITED 


CRM software are midsize re- 
The Vermont 
Country Inc. in Man- 
chester Center, Vt., a beta user 
of IntelliVisor. 

“For us, the ASP model de- 
livers things faster, and that’s 
key in the retail We 
wanted to leverage what we’re 
good at: merchandising,” said 


tailers such as 


tore 


space. 
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Fred Gluck, director of e-com- 
merce at the store, which mails 
out 40 million catalogs each 
year but views the Internet as a 
major new channel for reach- 
ing customers. 

“We're good at keeping our 
back-end [systems] taking or- 
ders, but terrible at 
building data warehouses and 
dealing with extremely large 
amounts of data,” Gluck ex- 
plained. He said that at only 90 
days into the new arrangement 
with SAS, his e-commerce op- 
eration was making better de- 
cisions about how to position 
products for faster sale on the 
company’s Web site. 

SAS officials said the Intel- 
liVisor product was the first in 
a line of industry-specific soft- 
ware and services packages 
that will be rolled out during 
the next year, focusing mainly 
on telecommunications firms, 
financial services, retailers and 
pharmaceutical companies. D 


MORE 


more CRM coverage, see page 14. 


we're 


SAS Founder 
Defends Pricing, 
Return as CEO 


Still very much in charge of the pri- 
vately held software vendor he 
founded a quarter-century ago, SAS 
Institute Inc. CEO James Good- 
night spoke with Computerworld’s 
Maryfran Johnson last week at the 
Cary, N.C.-based company’s inter 
national user group meeting in Flo 
rence. The discussion topics includ- 
ed Goodnight's plans to go public 
(no hurry), his views on pricey li- 
censing fees (you get what you pay 
for) and how users should look at 
the Web (as just another sales 
channel) 


Q: You've reshuffled top man- 
agement in recent months and 
reassumed the CEO position. 
Have you got “founder’s dis- 
ease” - that inability to let 
someone else take charge of 
your company? 

A: No, I'd fire myself before I'd let 
that happen. One of the reasons | 
left was to go to Europe and take a 


break. Then | learned so much in 
Europe about the things we needed 
to do to globalize the company, | 
came back and started implement- 
ing those. My main focus is on truly 
globalizing SAS as a company 
There were some per 

sonality problems [with 

former CEO Andre 

Boisvert], and he’s no 

longer there 


Q: SAS’s high-end 
pricing is still an is- 
sue with some of 

your customers, who 
say it’s reminiscent 

of IBM's old main- 
frame pricing. Do you 
have any plans to 
change the compa- 
ny’s pricing structure? 
A: It's hard to find customers who 
don't want lower prices on any- 
thing, isn’t it? Our pricing model has 
done very well for us and given us 
stability over the years. ... We have 
a license fee structure, not a “pay 
once and own it forever” deal. Cus- 
tomers license SAS [technology] on 
a yearly basis, and we use the mon- 
ey they're sending us to improve the 
product and keep it up-to-date 


GOODNIGHT: “Our 
sales force loves 
the idea” of ASPs. 


| 
| 
| 


About 80% of our revenues come 
from our renewal licenses, and 
we're very dependent on that re- 
newal stream. It provides a wonder 
ful cushion, as over 98% of cus- 
tomers renew each year. 


Q: What's the status 
of your plan to take 
SAS public? 

A: Well, we're imple- 
menting Oracle Finan- 
cials right now, and it’s 
so full of bugs, it's going 
to take at least a year. 
We are moving in that 
direction, but you've got 
to be able to report your 
financials within 15 days 
of the end of the quar- 
ter, so we need a finan- 
cial system in place. We never wor- 
ried about that before. With 156 of- 
fices in 53 countries, it just takes a 
while. I'm in no hurry. 


Q: Are you concerned at all 
about conflicts between your 
traditional direct sales force 
and the new application ser- 
vice provider model of renting 
software? 

A: Our sales force loves the idea. If 





they can’t sell the data mining soft- 
ware itself, then they'll sell the idea 
of an ASP. The thing | like about 
[ASP-style] solutions is that they 
cost a lot more. Solutions are a 
more solid sticker [in terms of cus- 
tomer retention] than the base soft- 
ware system is. 


Q: The main focus of the an- 
nouncements at this week’s 
conference is online customer 
relationship management. 
Why concentrate now on such 
an economically weak area as 
Web commerce? 

A: A lot of these companies [at- 
tending the conference] are brick- 
and-mortars with catalog opera- 
tions, [but they] are also making 
sales on the Web. They're interest- 
ed in understanding their Web traf- 
fic and customer behavior better. 

A lot of times, people will browse 
the Web and [then] go to the store 
to make the purchase, so there’s 
a lot of cross-channel movement 
going on. The idea of buying over 
the Web didn’t instantly catch on 
like everyone thought it would, but 
the true survivors are the ones 
where the Web is just another 
sales channel. 








WE DIDN'T JUST JUMP ON THE 


INFRASTRUCTURE BANDWAGON. 


WE BUILT IT. 


It’s time to set the record straight. Long before our competitors even added the word “infrastructure” 
to their vocabulary, we were busy creating it. Since we first launched Unicenter} it has become the 


de facto global standard for managing eBusiness infrastructure. But we didn’t stop there-we’re 


also the world leader in security and storage software. Every day, our software handles over 180 


million transactions, protects $50 billion in wire transfers and stores 40 million security exchanges 
Expertise doesn’t happen overnight. It’s taken 25 years of hard work and leadership to get to 
be the best. So when we say you can trust every one of our 18,000 employees around the world 


to deliver the software and service that your eBusiness’ success depends on, we really mean it. 
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FC Conmniesioner 
Gets Sworn In 


The newest member of the U.S. Fed- 
eral Communications Commission 
has some highly relevant industry 
experience, given the hard times in 
the technology sector: The commu- 
nications company she just left filed 
for bankruptcy last month. Kathleen 
Q. Abernathy was sworn in last 
week as an FCC commissioner for a 
term that expires June 30, 2004. 
Abernathy was serving as vice presi- 
dent for public policy at voice and 
data services provider Broadband 
Office Inc. when President Bush 
tapped her to replace one of the 
three outgoing commissioners. 


ManageWare Upgraded 


Totality Corp. last week announced 
an upgrade to its software for man- 
aging corporate Web infrastructures. 
The San Francisco managed service 
provider said the release, Manage- 
Ware 2.0, includes the ability to 
monitor 10,000 data points (up from 
3,000) with its TotalWatch agents, 
an improved interactive user console 
and automated fault-detection and 
-resolution capabilities, such as a 
feature that adjusts server memory 
caches on an as-needed basis. 


Citigroup Partners 
In E-Billing Service 


Citigroup Inc. in New York last week 
said it will offer corporate custo- 
mers the ability to route bills elec- 
tronically to consumers through an 
online service backed by three large 
financial services competitors. 
Spectrum EBP LLC, an Atlanta- 
based electronic bill presentment 
and payment service owned by The 
Chase Manhattan Corp., First Union 
Corp. and Wells Fargo & Co., will 
also let consumers pay online 
through Citigroup's site. The start- 
up’s service will act as an open hub 
for Citibank’s eBilling business-to- 
consumer unit to exchange online 
bilis and payments between billing 
companies and consumers, through 
a single connection to its home- 
banking platform, Citibank said. 


NEWS 


Microsoft Officially 
Launches Office XP 


Gates claims smart tag feature could save 
companies millions of work hours 


BY JENNIFER DISABATINO 


OODBYE, CLIPPY 

Hello, smart tags. 

With much fan- 

fare, including 

rock music and 

flashing lights, Microsoft Corp. 

Chairman Bill Gates last week 

officially launched the 

version of his company’s ubiq- 

uitous Office software, 
known as Office XP. 

While Microsoft didn’t high 

light any new features beyond 

what it promoted in preview 


versions of the product, Gates 


latest 


now 


claimed that features like Of- 
fice XP’s smart tags could save 
millions of work 
cause, for example, they can in 
tegrate Office XP documents 
with back-end systems from 
the likes of SAP AG, PeopleSoft 
Inc. and J.D. Edwards & Co. 

“By making Office just 10% 
better, we can save hundreds of 


hours be- 


millions of man-hours,” he said 

Gates also touted XML as an 
Office XP. 
“We're designing all our soft- 


integral part of 
ware products from the ground 
up around XML,” he noted. 


AHard Sell? 


Selling those improvements 
won't be easy, according to an- 
alysts. “Most enterprises are 
having problems finding 
enough benefits to make mov- 
ing from Office 2000 to Office 
XP compelling,” said Michael 
Silver, an analyst at Gartner Inc. 
in Stamford, Conn. However, 
for those not yet using Office 
2000, a jump to XP is advised. 

“About 70% of 
that I’ve spoken to that are 


planning migration to Win- 


enterprises 


dows 2000 are also going to 


upgrade Office,” Silver said. 
“We're suggesting that organi 
zations skip versions.” 


Users should still take pre- 


cautions by testing the soft 
ware to make sure it’s stable in 
1 given environment before de- 
ploying, he warned. 

About 245 million people 
worldwide use Office prod- 
ucts, according to David Ben- 
nie, 
for Office/Exchange 
and product market- 
ing at Microsoft. 

Another way 


group manager 


the 
is pushing 
XP is by 
changing its licensing 
Beginning 


licenses will 


company 


users to 


practices. 
Oct. i 
become more expen- 
sive for many users. 
Earlier this month, 
Microsoft acknowl- 
edged that the change 
would primarily affect users 
who don’t upgrade to new re- 
leases as often as other compa- 
nies do. 

Silver said the shift may push 
sales of the new Office soft- 
ware, especially at a time when 
IT budgets are tightening. 

Office XP contains the new 


version of Outlook, Micro- 


Competitor Buys PSINet DSL Customers 


Plans to build 
corporate business 


BY JAMES COPE 
Nearly 2,000 
tomers of struggling service 


provider PSINet Inc. now be- 


business cus- 


long to another provider. CAIS 
Internet Inc. in Washington 
announced week that it 
purchased the contracts for 
PSINet’s Digital Subscriber 
Line (DSL) 
mers throughout the U.S. for 
an undisclosed price. 

Ashburn, Va.-based PSINet 
has experienced major finan- 
cial problems and said in a re- 
announcement that its 


last 


business custo- 


cent 


common and preferred stocks 
have lost their value and are 
no longer traded 
changes. The company 
firmed on Friday that it has 
filed for bankruptcy protec- 
tion while it reorganizes. 
Meanwhile, CAIS, 
which has tradition- 


on ex- 


con- 


ally provided broad- 
band connections to 
hotels and multi- 
tenant buildings, said 
it plans to use its 
newly acquired busi- 
ness customers and a 
new name as a Start- 
ing point for building 
a business that focus- 
es on serving corpo- 
rate customers. 


SOCCI: Movement 
from one provider 
to another “was a 
little tricky.” 


Charlie Socci, IT manager at 


GATES: “We're 
designing all our 
software products 
from the ground up 
around XML.” 


TransPerfect Translations Inc., | 
a language translation firm, 
said his company has migrated | 


from PSINet to CAIS. Trans- 

Perfect uses the service to con- 

nect 10 offices throughout the 
country to its net- 
work at its New York 
headquarters. 


Moving from one 


provider to another 


“was a little tricky. 


We had some down- 
time,” said Socci, 
noting that CAIS 
seemed more re- 
sponsive than PSI- 
Net and that its cus- 
tomer support was 
far better when com- 
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soft’s e-mail software, which 
added The 


release reportedly 


has smart tags. 


new also 
has better version control for 
Word documents. Revisions 
are now color-coded and auto- 
matically placed in the mar 
gins when an author merges 
different versions into a main 
document 
Office XP is tightly integrat 
ed with the SharePoint Portal 
system, a knowledge manage- 
ment and collaboration 
application. Word and Out 
look have improved 
integration, and Of- 
fice now features the 
ability to send a doc- 
ument via e-mail di- 
rectly from Word by 
clicking on a_per- 
name. If the 
name is in the Active 
Directory or the 
Outlook ad- 
dress book, Word 
will recognize it. 
And, in a glib 
farewell, Gates gave 
Clippy the paper clip, the 
much-maligned animated Of- 
Assistant character, his 
severance package: an Office 
XP ‘T-shirt. But Clippy affi- 
need not fear. 
Though he has been publicly 
“fired,” Clippy isn’t completely 
gone; he’s just turned off by 
default. D 


tool 


son's 


user’s 


fice 


cionados 


pared with “some DSL night- 
mares” he has experienced 
with other providers. PSINet 
officials didn’t 
Computerworld’s request 


respond to 
for 
comment. 

Still, there are no guarantees 
for CAIS. Acquiring new cus- 
tomers “doesn’t mean they'll 
stay said Jeanne 
Schaaf, a senior analyst at For- 
rester Research Inc. in Cam- 
bridge, Mass. “Customers are 


customers,” 


obviously looking for security 
and stability [from 
providers].” And that, she said, 
“could mean some defections” 
as users move from PSINet 
to CAIS. 

As part of its effort to reposi- 
tion its business, CAIS said it 
will ask its board of directors 
to approve changing the com- 
pany’s name to Ardent Com- 
munications Inc. D 


service 





ith your customer or get disconnectec 


I, the relationship economy, the customer 
is in control. If you do not meet their rising 
expectations, at every step of the way, they will 
find someone who can. How can you be sure 
to make all the right connections? Go deeper. 
Cap Gemini Ernst & Young understands the 
new customer and can help you relate on a more 
intimate level. We can work with you to define 


the most effective relationship management 


MANAGEMENT CONSULTING - 


strategies and then help you deliver them. Of 

course, even the best strategy will not work unless 

you have the right processes and technology to 

back it up. Rest assured, we have you covered 
With over 60,000 people worldwide, 


Cap Gemini Ernst & Young is one of the top 


eG TAY | 
ERNST & YOUNG 


SYSTEMS TRANSFORMATION - 


global management and IT consulting 
firms. We are experts at connecting custome 
relationship management to supply chain 
management and world-class user experiences 
In fact, Gartner, a top research and advisory 
firm, lists Cap Gemini Er & Young as one 
of the leading providers of CRM services* 

If you want to connect 
customer, talk with us first 


www. cgey.com 
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NEWS 


Joint Venture ‘Taps Wireless 


‘Io Improve Airport Services 


Consultants, techies 
team up for wireless 
aviation offerings 


BY LINDA ROSENCRANCE 
RICEWATERHOUSI 
Coopers and Hew- 
lett-Packard 


have joined forces 


Co. 


to market wireless 
technology products and ser- 
vices aimed at improving the 
way airlines and airports oper 
ate. The companies said last 
week that their joint venture, 
called the Aviation Solution 
Center, will bring together 
people, products and services 
from New York-based 
waterhouseCoopers’ aviation 
consulting practice and an in- 
frastructure consulting 
services team from HP. 
The 
part, 


T Ce 
Price- 


and 


center will focus, in 


on helping airports use 


wireless devices to 
improve the effective- 
ness of ground, ramp 
and baggage-handling 
functions and to keep 
crew members _in- 
formed and connect- 
ed. It will also help air- 
lines and airports use 
wireless technologies 
to better manage cus- 
tomer relations and 
improve access to cus- 
tomer data. 

The idea for the Avi- 
ation Solution Center 
grew out of conversa 
tions Pricewaterhouse- 
Coopers had last year 
with airline CEOs, ac- 
cording to Richard 
Davey, an executive 
partner at the com- 
pany’s global aviation 
practice. 

One of the issues the CEOs 
discussed is the need to part- 
ner with technology firms to 


MerchantWired Rolling Out 
Wireless Malls for Retailers 


LAN to help speed 
customer checkouts 


BY BOB BREWIN 

Small and specialty mall retail- 
ers will be able to use wireless 
LAN technology to tap into the 
same kind of back-end inven- 
tory management and pricing 
application large 
department stores through a 
project launched last week by 
Merchant Wired Inc. and Sym- 
bol Technologies Inc. 

Symbol will help build a 
wireless LAN backbone in 
the more than 300 malls oper- 
ated by a consortium of retail 
property companies that owns 
MerchantWired, according to 


used by 


Cameron Cole, vice president 
of marketing at Merchant- 
Wired. Those companies in- 
clude The Rouse Co., Simon 
Property Group Inc., Taubman 
Centers Inc. and Urban Retail 
Properties Co. 

Symbol, in Holts- 
ville, N-Y., will also 
provide the retailers 
with wireless devices 
that are equipped 
with bar-code scan- 
ners and credit card 
manage 
inventory and process check- 
outs, Cole said. 

The wireless network, in 
turn, will be tied to back- 
end computer systems that are 
operated by MerchantWired 
at its headquarters in Indi- 


readers to 


MOREONLINE 


For more information 
about wireless 
merce, visit Computer 
world’s Mobile/Wireless 
Resource Center 
www.computerworld.com/ 
wirelesscenter 


} customers at 


BAGGAGE HANDLING is among the airline functions 
the Aviation Solution Center aims to improve. 


improve their operations in 
areas such as customer rela- 
tionship management and data 
warehousing, he said. 


anapolis. According to the 
companies, these systems will 
host applications developed by 
Symbol and other application 
service providers, which will 
provide small retailers with the 
same computing horsepower 
and applications used by large 
department store chains. 

Frank Riso, Symbol’s direc- 
tor of marketing for retail and 
logistics, said the new wireless 
system will make it easy for 
small retailers to ac- 
cess the kinds of ap- 
plications “that they 
- do not have the re- 
sources to develop 
on their own.” 

Cole 
ability to remotely 
process checkouts 
over a wireless LAN a “line- 
busting” technique that will 
provide specialty retailers with 
the technology to quickly serve 
crunch times, 
such as during the December 
holiday season. 


called the 


But part of the prob- 
lem, Davey said, is that 
many innovations are 
developed at small 
companies that are un- 
able to turn their vi- 
sions into reality. 

“We believe the in- 
dustry is ripe for a new 
collaboration,” Davey 
said. “Quite pragmati- 
cally, working 
with HP to take some 
of the solutions it has 
developed to another 
level, like the wireless 
ramp HP implemented 
at the Hong Kong air- 
port.” 

Kurt Ebenhoch, a 
spokesman for Delta 


we're 


Technologies Inc. in 
Atlanta, which handles 
IT for Delta Air Lines 
Inc., said his company is study- 
ing the issue. 

“It’s difficult to say if it’s 
something we would use. We 


Peter Jarich, 
The Strategis Group Inc. in 
Washington, said the shared 
network Merchant- 
Wired and Symbol plan to de- 


an analyst at 


wireless 


velop “opens up a lot of oppor- 
tunities to provide interesting 
applications.” He added that 
the wireless checkout applica- 
tion should “clear up a major 
nightmare for retailers at peak 
business times.” 

Although the wireless LANs 
are primarily intended to serve 
mall merchants, Cole said they 
could also be adapted to pro- 
vide high-speed public Inter- 
net access mall 
shoppers who are equipped 
with handhelds or laptop com- 
puters that are capable of wire- 
less connections. “This would 
provide a mall operator with a 
value-added, revenue-generat- 
ing service,” he said. 

Riso said retailers can select 
the wireless device best suited 
to their requirements because 
Symbol offers wireless access 


service to 
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don’t know if it is meant to re 
place what we're doing or aug- 
ment it,” he said. 

Kate Rice, an analyst at Pho- 
CusWright Inc., a Sherman, 
Conn.-based online travel re- 
search firm, said that while 
some aspects of the Aviation 
Solution Center are impor- 
tant, 
ramp, baggage handling and 
crew communications, 
isn’t sure how much it 
help one major problem air- 
lines are facing: unhappy cus- 


such as the wireless 
she 


will 


tomers. 

“The airlines have to deliver 
a pleasant customer experi- 
ence, and they haven’t done 
that for the past two years,” 
Rice said. “I don’t know if effi- 
cient management will help 
with that, but it may help with 
the timeliness problem.” 

HP had been in negotiations 
to acquire Pricewaterhouse- 
Coopers, but the deal fell 
through in November. Since 
then, HP has expanded its IT 
outsourcing collaboration with 
Chicago-based consulting firm 
Accenture (formerly Andersen 
Consulting) to focus on mi- 
grating clients from legacy 
applications to newer Web and 
wireless technologies. D 


devices that run on DOS, Palm 
and Windows CE operating 
systems. 

Merchant Wired and Symbol 
intend to pilot the wireless 
LAN system in 10 malls this 
summer and roll it out later to 
the other properties owned by 
Merchant Wired’s backers. B 


The Wireless Mall 


a Installations are planned at more 
than 300 properties nationwide. 


@ The wireless LAN infrastructure 
is focused on small and specialty 
retailers. 


@ The MerchantWired/Symbol 
partnership provides connectivity 
and apps such as inventory control. 


= Retailers can choose scanners 
and credit card readers based on 
DOS, Palm OS or Windows CE. 


@ The maliwide wireless network 
could be used as a public Internet 
access service for shoppers. 
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COMPAQ PROLIANT SERVERS SATISFY MILLIONS 
OF CUSTOMERS WORLDWIDE. 
(WE DON’T CALL THEM “SERVERS” FOR NOTHING.) 


SAVE UP TO 33% 


Plus, $0 down, 0% lease before June 30, 2001! How do we improve on the best-selling 
servers in the business? We make them even easier to buy or lease, with up to 33% 
savings, plus zero money down, zero percent lease on select Compaq ProLiant Servers. 
So now, after you add up the savings, subtract the headaches, and factor in Compaq’s 


industry-leading standards, these servers practically pay for themselves. 
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ProLiant DL320 Server ProLiant DL360 Server ProLiant DL380 Server 


$0 down, 0% lease for up to 30 months’ $0 down, 0% lease for up to 30 months' $0 down, 0% lease for up to 30 months 


$65... $96. $107. 


To buy direct from Compag, or for your nearest reseller COMPAQ 
1-877-299-8326 or visit compaq.com/serversaver Inspiration Technology 





Cisco Sells Off Optical 
Manufacturing Unit 


Cisco Systems Inc., in cost-cutting 
mode after reporting a $2.7 billion 
net loss for its last quarter, has sold 
off some optical networking produc- 
tion operations in South Carolina to 
a contract manufacturing firm. Mil- 
pitas, Calif.-based Solectron Corp. 
last week said it bought the Cisco 
operations, which manufacture opti- 
cal networking modules that support 
dense wave division multiplexing 
and other technologies. Solectron 
said it will take over manufacturing 
and testing of the modules for Cisco 
for at least the next two years and 
assume some new-product intro- 
duction responsibilities. 


Web-Based Shipping 
Venture to Launch 


United Air Lines Inc., Roadway 
Express Inc. and computer maker 
Unisys Corp. last week said they 
will form a joint venture to provide 
end-to-end integrated Internet- 
based freight service designed to 
carry freight weighing more than 70 
pounds. Minority investors include 
American Airlines Inc. and freight- 
forwarding company UTi Worldwide 
Inc. The venture, Integres Global 
Logistics Inc. in Rancho Cordova, 
Calif., will provide small and medi- 
um-size companies an end-to-end 
freight service that uses a Web- 
based portal and other technologies 
to capture a market that’s currently 
characterized by fragmented 
providers, limited services and high 
costs, according to the companies. 


Short Takes 


Struggling online technology retailer 
CYBERIAN OUTPOST INC. in Kent, 
Conn., has agreed to be acquired by 
PC CONNECTION INC. a reseller in 
Merrimack, N.H., that markets PCs 
and other products through cata- 
logs, call centers and several Web 
sites. . . . Canadian business intelli- 
gence software vendor COGNOS 
INC. plans to lay off about 300 
people amid lower-than-expected 
earnings in its first quarter. 


NEWS 


PeopleSoft Kicks Off | 
Web-Based CRM Suite 


Firm first to market with fully Net-enabled product, say analysts 


BY MARC L. SONGINI 
EOPLESOFT 
latest customer re- 
lationship manage- 
ment (CRM) rollout 
puts it ahead in the 
Web-enabled 
prise applications, but 


enter- 
at the 


sacrifice of some functions, 


race for 


according to analysts. 

rhe Pleasanton, Calif.-based 
software maker this week is ex- 
pected to officially launch its 
PeopleSoft 8 CRM product at a 
show in Las Vegas. The soft- 
ware boasts full Web integra- 
tion, plus a CRM package that 
the company acquired in last 
year’s buyout of Santa Clara, 
Calif.-based Vantive Corp 

According to analysts, Peo 
pleSoft 8 has both hits and 
misses. For example, it’s the 
first totally Web-enabled prod- 
uct on the market, but it has 
only basic sales force automa- 
tion and call center technolo- 
lacks 


some of the applications and 


gy. The software also 


configuration features for spe- 
markets that 
its competitors offer. 


and call 


cific vertical 


some of 
The 

center technologies are com- 

parable to Vantive’s, on which 


field service 


they're based, but are now eas- 
ier to use, according to a report 
AMR Research 
Boston. 


from Inc. in 

In addition to browser ac- 
cess to all its modules, People- 
Soft has built in new analytical 
and capabilities. 
The product comes with XML- 
based connectors with which 


integration 


users can build in access to 
customer data from non-CRM- 
based applications. The analyt- 
ical components include tools 
to help companies do things 
who their 
most profitable customers are. 

The Web access on People- 


such as evaluate 


Soft’s sales force automation | 


useful 
companies with offices or cus- 


software is 


IN¢ S | 


because | 


tomers all over the world can 
use the software with only an 
Internet connection, according 
to Robert Dufresne, vice presi- 
dent and CIO at CGI Group 
Inc., a Montreal-based IT con- 
sulting 
provider that has 


service 


been beta-testing 
the product 
the month. 
CGI also plans to 


for 
past 
roll out other 
pieces of the soft 
ware throughout 
its international 
operations 

Although 
pleSoft is the first 


Peo- 


Cai ae 
PeopleSoft is shipping 
its PS 8 CRM product 
this month. It’s com 
pletely Web-ready, con- 
tains analytical features 
to evaluate things such 
as who are the most 
profitable customers, 
and comes ready for 
integration with other 
enterprise applications. 


CRM vendor with a pure Web 
interface, competitor and CRM 
market leader Siebel Systems 
Inc. in San Mateo, Calif., offers 
a wider set of functions for 
marketing and partner man- 
agement, said Erin 
Kinikin, an analyst 
at Giga Informa- 
tion Group Inc. in 
Cambridge, Mass. 

PeopleSoft 8 
Van- 
strong ser- 


will reflect 
tive’s 
vice and support 
functionality, how- 
ever. For instance, 
the product will 
have the ability to 


| combine 
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data from supply- 
chain and human-resources 
applications to make 
parts and service technicians 
available at the same time for 
service calls, said Steve Bona- 
dio, an analyst at Meta Group 
Inc. in Stamford, Conn. 


spare 


And although the call cen- 
ter portion will be “rudimen- 
tary,” Bonadio said he expects 
it to become more sophisti- 
cated over time, particularly 
in light of PeopleSoft’s plans 
to add advanced connections 
to telephone-based applica- 
tions and disconnected 


bile devices. 


mo- 


PeopleSoft still faces a rough 
tussle with Siebel and an even 
greater battle with No. 2 player 
Oracle Corp., with its market- 
ing machine, superior product 
configuration and e-mail man- 
agement capabilities, Kinikin 
“The far from 
won,” Kinikin said. 

PeopleSoft 8 will ship this 


said. race is 


month and costs approximate- 
ly $100,000. D 


Struggling CRM Vendor Closing ASP Unit 


Kana refocusing 
on core application 
development efforts 


BY MARC L. SONGINI 

Users renting customer rela- 
tionship management (CRM) 
applications from embattled 
vendor Kana Com- 
munications Inc. have a month 


software 


to find a new hosting firm. 

Redwood City, Calif.-based 
Kana confirmed last week that 
it’s pulling the plug on its ap- 
plication service provider 
(ASP) venture, dubbed Kana 
Online, and turning that unit’s 
50 customers over to business 
partners or other third parties. 
Kana Online will cease opera- 
tions by the end of next month, 
the company said. 

The plan to shut down the 
ASP unit recent 
announcement of a merger be- 
tween Kana and Menlo Park, 
Calif.-based Soft- 
ware Inc., another struggling 


follows the 


Broadbase 


software vendor. It also comes 
in the wake of a 20% work- 
reduction and Kana’s 
a new CEO earlier 


force 
hiring of 
this year. 

While 
two straight losses, including a 
whopping $752.9 million first- 


Kana has reported 


quarter deficit on revenue of 
$24.2 million, offi- 
cials said the ASP operation 
isn’t being closed for financial 
reasons. Kana Online was prof- 
itable, according to Michael 
Bettua, the 
president of marketing. 

But, Bettua added, Kana’s 
business model has changed in 
the two years since the ASP 
unit was originally launched as 
a simple e-mail response sys- 
tem. He said the company is 
now targeting 
prise-level users than before, a 


company 


company’s vice 


more enter- 


strategy that doesn’t lend itself 


to the ASP model. 

Kana Online initially “was 
designed for upstart dot-com 
companies that didn’t have the 
cash to [install software them- 
selves] and wanted it quickly 


up and running,” he said. Some 
larger users looking to avoid a 
steep capital outlay for CRM 
applications also turned to 
Kana Online. 

But Kana was also busy with 
the Broadbase merger and the 
earlier acquisition of Silknet 
Software Inc. in Manchester, 
N.H., Bettua said, and the ASP 
venture had become a distrac- 
tion from the company’s core 
software business. 

Kana executives decided it 
made more sense to shift appli- 
cation hosting responsibilities 
“to companies that focus on 
[being ASPs],” Bettua said. 

Steve Bonadio, an analyst at 
Meta Group Inc. in Stamford, 
Conn., said the planned shut- 
down wasn’t a big shock. 

“Kana has a huge amount of 
work ahead of it,” including the 


| completion of the Broadbase 


deal and a planned retooling of 
its entire application suite, 
Bonadio said. To do all that and 
continue running Kana Online 
would be “very difficult,” he 
added.D 
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Exchanges 


president of business-to-busi- 
at Delta Air 
Lines Inc. in Atlanta. 
Nildenburg, part of the or 
ganizing team for Washington- 
an online 
marketplace formed by major 
airlines and aircraft makers, 
said exchanges prefer charging 
annual or monthly subscrip- 
tion fees to taking money on a 


ness e-commerce 


based Cordiem Inc., 


per-transaction basis. 


“You're talking about 
viding a full suite 
rather than just one-off trans- 


pro 


of services 


actions,” he said. 
Wildenburg added 
hard to 


that it 
would be determine 
where a transaction occurred 


amid finance, logistics and 
sourcing services. 
Cordiem isn’t alone. Accord- 
ing to a recent electronic-mar- 
ketplace study conducted by 
Ernst & Young LLP in New 
York, by next year, flat sub- 
scription fees will be the domi- 
nant revenue model used by 


online exchanges. 


EDI exchanges: Often charge per kilocharacter for the passing of electronic 


© documents from company to company. 


| 
: 


Computer reservations systems: Charge airlines, hotels ese car- iene 
companies for each reservation made. 


Online exchanges: Have been charging aaiibiis transaction fees as an: 
launch, but many companies are looking to move toward subscriptions. 


NEWS 


Many market 
places were formed during the 
two with 
models aimed at gleaning up to 
5% of transaction, 
director of e-mar- 


electronic 


past years revenue 


each said 
Paul Penler, 
ketplace assurance 
Ernst & Young. That might net 
a handsome profit for the ex- 
said, but the ap- 
ultimately prove 


services at 


changes, he 
proach will 
too pricey for customers exe- 
And 


transaction 


cuting large transactions. 
the size of 
fees defeats the purpose of ex- 
changes that were supposed to 
flatten the costs of exchanging 
goods and services by stream- 
lining the supply chain, he said. 

“The reality is it doesn’t take 
them any more effort, cost-in 
frastructurewise, to do a $100 
order as compared to a $100 


some 


million order,” said Penler. 
Operators of other electron- 
ic marketplaces are also react 
ing to customer demands to 
change their business models 
Harvey CEO of GE 
Global Services in 
Gaithersburg, Md., 
world’s largest electronic data 
(EDI) network 


Seegers, 
Exchange 
said the 


interchange 


Covisint Exchange Vows 


It Will Support 


Automakers’ marketplace deems standard 
to be critical to open, global e-commerce 


BY MICHAEL MEEHAN 
ESS THAN A month 
1.0 version 
of ebXML was rati- 
fied by the OASIS 
and UN/CEFACT 
bodies, the infant 
business-to-business standard 


after the 


standards 


has gained key support from 
online market- 
place formed by the nation’s 
Big Three automakers. 
Covisint LLC, in Southfield, 
Mich., last week announced 
that it will make the electronic- 
business XML specifications a 
central component of its auto- 
motive trading community. 
Jeff Cripps, director of in- 


Covisint, the 


dustry relations at Covisint, 
said executives at the exchange 
view ebXML as a critical com- 
ponent in helping the company 
form a truly global and open 
approach toward conducting 
e-commerce. 

“We're looking for an invoice 
that can be used across indus- 
tries,” Cripps said. “There’s a 
lot of these common processes 
which pretty much everyone in 
every industry can agree upon, 
and we think they’re really get- 


| ting at the heart of that.” 


Last month, Covisint took 


part in an ebXML 


na that featured demonstra- 


| step for ebXML,” 
| Walker, executive director of 
| the Organization for the Ad- 


“proof of 
| concept” presentation in Vien- 


ebXML 


tions of functions such as ex- 


changing and routing docu- 
ments, uploading and down- 
loading catalogs, and submit- 
ting purchasing orders. Cripps 
said the success of that effort 
helped convince Covisint that 
the standard is one worth pur- 
suing. “We’ve got to pound a 
stake in the ground and move 
forward here,” he said. “And 
this is the stake we've chosen.” 

Covisint might have the pow- 
er to move a lot of businesses 
with it. Founded by General 
Motors Corp., Ford Motor Co. 
and DaimlerChrysler AG, the 
exchange and its principals 


| have a lot of clout in the $300 


billion automotive supply chain. 
“It’s absolutely a significant 
said Laura 
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Changes in Store for E-Marketplaces 


Some owners and operators of e-mar 
ketplaces have already worked to 
avoid applying transaction fees or 
plan to abolish them altogether 

For instance, Chicago-based 
consumer packaged goods ex 

hange Transora was launched in 

February with a usage-based sub- 
scription fee. Rick Herbst, Transo- 
ra's chief business officer, said that 
“transaction fees create intolerable 
[sales, general and administrative] 
costs for everyone involved. We're 
not going that route.” 

Covisint LLC, the Southfield, 
Mich.-based exchange founded by 


will have a different 
payment scheme as it expands 
its adjunct online marketplace. 
“We'll have to move to a 
subscription-based fee. Cus- 


to create 


tomers want to pay once, not 

every time they do business.” 
The owners of online ex- 

changes wring 


much profit from transaction 


can only so 


fees, regardless of the 


vancement of Structured In- 
formation Standards (OASIS), 
which helped develop ebXML. 

Cripps noted that Covisint 
has also been following earlier 
business-to-business  stan- 
dards by the Open Applica- 
tions Group (OAG) and the 
XML Common Business Li- 
brary (XCBL) and plans to 
urge those groups to dovetail 
their efforts with ebXML. In 
April, RosettaNet, which has 
been a popular business-to- 
business standard in the high- 
tech industry, promised to 
merge its messaging protocols 
with ebXML. 

“If [the OAG and XCBL] 
keep going down 
paths, we’re not going to end 
up at a global standard for mes- 
saging and document ex- 
change,” Cripps said. 

He added that Covisint tech- 
partner Commerce 
One Inc. played a major role in 
introducing the exchange to 
ebXML. Commerce One is cur- 
rently in the process of build- 
ing an ebXML gateway into its 
online marketplace software. D 


separate 


nology 


| would 


size of | 
ed that her 


| transaction fees 


the Big Three automakers, offers 
many of its services without trans 
action fees, though it still charges a 
set fee for online auctions. 

Pantellos Group Ltd., an energy 
and utilities exchange in The Wood 
lands, Texas, has a $2 transaction 
fee, but that won't last long. 

“We've kept it low so that we 
won't miss it when it goes away,” 
said Pantellos CEO Graham Collins. 
“No one wants to pay these things, 
and we want to stop charging it 
once the rest of our business gets 
up and running.” 

- Michael Meehan 


the transaction, said Seegers. 

By contrast, noted Wilden- 
burg, a flat subscription fee 
allow corporations to 
more easily measure the return 
on investment they would re- 
from participating in 
electronic marketplaces. 

Tami Brown, manager of 


ceiv e 


| e-business at Xerox Corp. 


Rochester, N-Y., said she doubt- 
firm would enter 
any marketplaces that wanted 


to take a percentage of each 


| sale made on the network. 


“We’re much more comfort- 
able with those that have a 


consistent price,” she said. For 


| example, Xerox participates in 
| Oracle 


Oracle Ex- 
change, which charges 75 cents 


Corp.’s 


| per transaction. 


But the total costs under that 
model can balloon too much 
for some participants. For in- 


| stance, office goods suppliers 
| have 
| their sales. 


razor-thin margins on 
“We'd like to stay away from 
altogether,” 
said Guy Manuel, North Amer- 
ican vice president for e-busi- 
ness at Corporate Express Inc. 
in Broomfield, Colo. 

Online catalog orders in par- 
becoming com- 
moditized, eliminating the op- 
portunity for a middleman to 
make money on _ individual 
transactions, observed Delta’s 
Wildenburg. “As companies 
begin to shop in these market- 
places, you’ve got significant 
cost pressure to get those fees 
out of there,” he said. DB 


ticular are 
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' in fi th 
are in fact a response to the | merce Committee 
Feds Charge 90) in Net Fraud Crackdown perceived rise in crime and | Clyde would have 


fraud on the Internet.” environment.” D 
BY PATRICK THIBODEAU The Internet “is a perfect | of secrecy over their identity,” “The Internet gives miscre- 
ener medium for which fraudsters | said Thomas Kubic, the FBI’s | ants special capabilities,” said 
Federal law enforcement offi can reach a large number of | deputy assistant director, at | Billy Tauzin (R-La.), chairman 


cials said they have filed | people and maintain a cloak | the hearing. “The efforts today | of the House Energy and Com- 


charges against 90 individuals 
and companies involved in a 
host of Internet fraud schemes 
that have bilked approximately 
56,000 people out of more than 
$117 million. 

The FBI, which announced 
the charges May 23, began mak- 
ing the arrests in a nationwide 
crackdown on Internet fraud 
with the cooperation of a wide 
range of federal, state and local 
law enforcement agencies. 

Che crimes were uncovered 
with the help of the National 
White Collar Crime Center 
(NW3C) and Operation Cyber 
Loss, a program initiated by 
the Internet Fraud Complaint 
Center, according to an FBI 
statement. 

Launched May 8, the pro- 
gram is the result of a partner- 
ship between the FBI and the 
Washington-based NW3C. 

The government organiza- 
tions worked with a variety of 
companies, including Micro- 
soft Corp., Palo Alto, Calif.- 
based PayPal Inc. and Alexan- 
dria, Va.-based The Motley 
Fool Inc., to identify and report 
violators. 


Crime Still Growing 

Bruce Swartz, deputy assis- 
tant attorney general, testified 
about Internet fraud at a U.S. 
House Subcommittee on Com- 
merce, Trade and Consumer 
Protection hearing that was 
also held on May 23. Despite 
the arrests, he said, Internet 
fraud remains “one of the most 
pervasive and fastest-growing 
types of fraud we face.” 

The schemes were wide- 
ranging and included nonde- 
livery of merchandise ordered 
over the Internet, unautho- 
rized use of credit cards, offers 
of phony job opportunities 
that included application fees 
and fraudulent loans and in- 
vestments, as well as Ponzi 
schemes (named for a well- 
known scheme artist of the 
1920s) and pyramid schemes, in 
which investors are promised 
outrageously high profits. 
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NEWS 


Report Warns Europeans 
About Echelon Surveillance 


Urges firms, citizens to use encryption 


BY DAN VERTON 
committee of the 
European Parlia- 
has con 
that the 
ional Security / 
with the intelligence ser 
r countries, 
operates electronic 
code- 


network 


that the 


surveillance 


j 


named Echelon but 


system is far less capable than 
previously reported 

uit report by the 
nent’s Tempo 

-e on 
Interception System con- 
cludes that while the existence 
system 


of the “is no longer in 


doubt,” analysis shows that it 


irly as extensive 


‘cannot be nez 
as some sections of the mediz 
have assumed 
Still, the committee 


European [ 


I nion member 
states, businesses and private 
citizens to use encryption soft 
ware whenever possible. 

rhe report, which is sched- 
uled to be presented to the full 


parliament on Sept. 4, is the 


A EUROPEAN PARLIAMENT com- 
mittee says Echelon’s capability’s 
are “limited.” 


latest in a series of reports 
spanning four years that have 
looked into claims of industrial 
espionage and civil liberties vi- 
olations stemming from the 
Echelon system. 

Run by Australia, Canada, 
New Zealand, the U.K 


U.S., Echelon is believed to be 


and the 


capable of capturing the vast 


majority of telephone, fax, 


e-mail and radio communica 
tions around the globe so that 
they can be analyzed by the in- 
telligence services of the na- 
[o date, offi 
cials in the U.S. have publicly 
knowledge of 


tions that run it. 
disavowed any 
the Echelon system 

However, in a significant re- 
versal of the hyperbole that has 
surrounded 
bate 


much of the de- 
Echelon, the EU 
that “the 
communications 


about 
report concludes 
majority of 
cannot be intercepted by earth 
stations, but only by tapping 
cables and intercepting radio 
signals.” The report goes on to 
state that the five nations re- 
sponsible for the system “have 
limited 


access to only a very 


proportion of cable and radio 
communications and can ana 
lyze only a limited proportion 
of those communications.” 

Regardless of the limitations 
of the Echelon system, the 
committee has urged the par- 
liament to encourage future 
development and greater use 
of open-source 
technology by businesses and 
citizens in Europe. 

The report also asks the EU 


encryption 


to urge businesses to bolster 
their security and cooperate 
more closely with the intelli- 
gence and security services in 
Europe to uncover cases of in- 
dustrial espionage. 

“The entire working envi- 
ronment must be protected, 
thereby guaranteeing the secu- 
rity of a firm’s premises, and 


| application 


checks must be carried out on 


persons entering offices and 
accessing computers,” the re 
port states. “If security Is to be 
taken seriously, only those op 
erating systems should be used 
whose source code has been 
published and checked, since 
only then can it be determined 
with certainty what happens to 
the data.” 

The report comes after sev- 
eral members of the Echelon 
committee traveled to Wash 
ington May 10 to conduct a 


fact-finding mission, only to be 


turned away by U.S. officials. 
Sources in Washington and 

Europe, however, said the com- 

members, 


mittee including 


committee Chairman Carlos 
Coelho of Portugal and David 
Lowe, head of the secretariat 
for the committee, arrived 
invitation 


or scheduled meetings. 


without an official 

“They received no invitation 
at all,” said an intelligence ex- 
pert in Europe who has testi- 
fied on the Echelon system be- 
fore the European Parliament 
asked to remain 


and who 


BellSouth Waves SiteWand at 


ASP’s service 
captures Web 
info in database 


BY MARK HALL 

Keric Shanahan will have a few 
new tools to analyze customer 
data with this week when his 
service provider 
(ASP), Instantis Inc., upgrades 
its SiteWand software. 

The technology strategist at 
BellSouth Corp. in Atlanta has 
been using SiteWand for al- 
most six 
the telecommunications 
giant’s customers interact with 
its e-mail help desk operations. 


months to evaluate 
how 


Shanahan said he’s pleased 
with 
which 


new release, 
includes an updated 
query tool that lets him search 
time-dependent customer con- 
tact information and another 
feature that lets him see real- 
time survey results in percent- 
ages dynamically. 

Sunnyvale, Calif.-based In- 
stantis was founded in 1999 
and made SiteWand available 
last December. The service can 
take any HTML-based form on 
the Web, identify all the fields 
in the form, pass the data in the 


Instantis’ 


fields to a database and link ac- 
the SiteWand soft- 
ware engine to take based on 


tions for 


user-defined rules. 

“The ability to capture in- 
coming information on a Web 
site into a database is extreme- 
ly interesting,” said Karen 
Moser, an analyst at IDC in 
Framingham, Mass. 
nies are able to immediately 
put the incoming data into a 
message and forward it to ap- 
propriate staffers or make it 
part of a business workflow, 


she said. 


Compa- 


In BellSouth’s e-commerce 
Shanahan 
tomer messages are automati- 
cally sent to his attention every 
day so he can act on them or 


group, said, cus- 


» Users pay $500 to $1,000 
per month for each Site- 
Wand engine used. 


> Engines act as unique 
modules that are customized 
for every user site. 


» Engines determine 
whether an action needs to 


ing or another function. 
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anonymous. “If you are not in- 
vited at the official level, you 
should not be surprised if no- 
body is willing to receive you.” 

“That’s the [Bush] 
administration’s view of what 
happened. But that’s sort of 


official 


hairs,” Lowe said, 
adding that US. officials 
pulled the plug on planned 
meetings only days before the 
committee members 
scheduled to arrive. 
“We did not wish to produce 
a report that contained a num- 
ber of serious allegations un- 
less they had an opportunity to 
comment,” Lowe. 


splitting 


were 


“This 
was understood when I was in 
Washington in March. We're 


said 


rather disappointed that an op- 
portunity was lost. As it stands 
now, the allegations [in the re- 
port] remain open.” D 


ustomer Data 


forward them to the appropri- 
ate person. 

Applications such as Site- 
Wand are often low on an JT 
department's to-do list, said 
Moser. “They’re more interest- 
ed in not having to put another 
thing on their plate,” she said. 

As in the case at BellSouth, 
contracting with an ASP does- 
n't completely let IT off the 
hook because IT must make 
certain that the ASP is set up to 
protect the security of the data, 
added Moser. 

Site Wand is one part of Bell- 
South’s strategy to evaluate 
and refine its effort to get mil- 
lions of customers to use the 
Web for customer service in 
lieu of its extensive and expen- 
sive telephone-based help desk 
operations, said Shanahan. 

Shanahan’s group is the sec- 
ond inside BellSouth to use 
SiteWand. To date, he’s been 
using it to conduct extensive 
surveys of how well the e-mail 
help desk has been working for 
customers. “We already have a 
ton of data on the phone cen- 
ter’s abilities,” he said. 

Because the information is 
captured into a database, it’s 
easy to port it into another 
database and run other analy- 
ses, said Shanahan. D 
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EMC to Reduce Its 
Workforce by 1,100 


Analysts applaud downsizing, other cuts 


BY LUCAS MEARIAN 
N WHAT THI 
described as its first 
bona fide round of lay- 
offs, storage industry 
leader EMC Corp. last 

week announced plans to cut 

its workforce by 4% through 

the of about 1,100 

employees over the next sever- 


COMPANY 


dismissal 


al weeks. 

The company said it 
will try to boost sales by in- 
creasing the number of its 
quota-carrying sales and sys- 


also 


tems engineering positions, | 


partly through a redeployment 


of several hundred 


facility expansion projects. 
The moves come after the 
company twice scaled back 


its business forecast, warning | 
most recently in April that fi- | 


nancial results for the year as a 


whole would be lower than | 


expected. 


A week later, EMC reported 
a first-quarter showing in line | 


with that warning, disclosing 
that profits totaled $398.8 mil- 


lion — up from $332 million in | 


the same period last year but 
about 10% less than analysts 
had predicted. 


The upcoming layoffs will | 
actually be the second round of | 
job cuts at the company this | 


year, following the dismissal of 
several hundred workers in 
February. However, EMC offi- 
cials described those dismis- 
sals as “performance manage- 


ment cuts” that were part of a | 


stringent and ongoing employ- 
ee review process. 

About three quarters of the 
1,100 layoffs will occur in 
North America, with 300 em- 
ployees due to be let go from 
various groups at EMC’s head- 


workers | 
who currently hold other jobs. | 
In addition, EMC plans to re- | 
duce its use of consultants and | 
contractors, rein in its travel | 
budget and delay some planned | 





quarters in Hopkinton, Mass. 
Most of the remaining job re- 
ductions will occur in Europe, 
the company said. The cuts 
will leave EMC with approx- 
imately 23,400 employees, 
which is about the same num- 


ber it had at the beginning of | 


the year. 

EMC said the workforce re- 
duction will eliminate “redun- 
dancies and overlaps in certain 


field operations,” reduce the | 


size of several corporate de- 
partments and continue a re- 


E-M-See Ya 


EMC plans to lay off 
4% of its workforce, 
with 75% of those cuts in 
North America. About 
300 employees at 
EMC’s Hopkinton, Mass., 
headquarters will lose 
their jobs. 


duction of the workers needed 
to support a “managed de- 
cline” of the Unix server busi- 
ness the company bought as 


part of its 1999 acquisition of 


Data General Corp. The layoffs 
and employee redeployments 


Hitachi Partners With NSS 
To Enter New Storage Space 


multifunctional storage sys- 


BY ASHLEE VANCE 
Hitachi Data Systems Corp. 
entered the network-attached 


storage (NAS) market last 


week, when it began distribut- 


ing three products manufac- | 


tured by Chantilly, Va.-based 
Network Storage So- 
lutions Inc. (NSS). 
HDS will distrib- 
ute the NSS-branded 
SpanStor-GT, NAS- 
engine and ,Stor-II 
appliances world- 
wide, effective immediately. 
The move will allow Hitachi 


to compete on a broader front | 


with Hopkinton, Mass.-based 


storage systems manufacturer | 
EMC Corp. The companies are | 
already going head-to-head in 


the high-end storage market. 
Extending its product range 


will allow Santa Clara, Calif.- | 


based HDS to address de- 


mands from customers for | 


MOREONLINE 


For more storage 

news, go to our Storage 
Resource Center. 
www.computerworld.com 
/storagecenter 


| 


tems, analysts said. 

“IT see this as a move in re- 
sponse to customer demand for 
a product that does both SAN 
and NAS functions,” said John 
Webster, an analyst at Illum- 
inata Inc. in Nashua, N.H. “I 
think a significant proportion 
of the high-end customer base 
is looking for arrays that can 
play in both environments.” 

For example, cus- 
tomers could attach 
the new NAS appli- 
ances to large storage 
Hi- 
tachi’s Freedom Stor- 
age Lightning 9900 
or Thunder 9200 systems. 
They could then allocate part 
of the bigger unit’s capacity for 
use by NAS applications while 
other parts of the array are 
used by the storage-area net- 
work (SAN), according to Kelly 
Tanaka, director of NAS tech- 
nologies at HDS. 

One Hitachi customer cur- 
rently using a Lightning 9960 
with NSS products said that 


boxes, such as 


will result in a second-quarter 
charge of about 1 
share, the company noted. 

Tony Prigmore, an analyst at 
Enterprise Storage Group Inc. 
in Milford, Mass 


layoffs as a sensible response to 
) I 


cent per 


, described the 


the disappearance of numerous 
dot-com big spenders and the 
tightening of corporate IT bud- 
gets that’s being driven by the 
weakened economy. 

“It’s another validation that 
there’s a softening in the [stor- 
age] business,” Prigmore said 

But EMC’s lower-than-ex- 
pected results and the compa- 
ny’s need to cut costs don't 
mean that users are shifting 
away from its top-dollar storage 
devices in favor of ones from ri- 
val vendors, Prigmore added. 

“The one thing about EMC is 
you don’t have to worry about 
them returning to profitability,” 
he said. “They’re [still] outra- 
geously profitable.” D 


the pairing works well for data- 
transfer speed but warned that 
software from NSS lacks some 
of the functionality he wants. 

“The good part is that it’s an 
easy combination to set up and 
take up too 
space,” Albert 
vice president of engineering 
at Space4rent, a managed ser- 
vices and hosting company in 
Carlsbad, Calif. “It is pretty fast 
as well, but they are behind on 
software features.” 

The NAS appliances 
NSS’s SpanStor operating sys- 
tem, which the small company 
prides itself on. But some cus- 


does not much 


said Barajas, 


use 


tomers say they want more 
from the software. Barajas, for 
example, said he would like to 
have better fail-over, backup 
and functionality choice. 

HDS acknowledged that NSS 
is lacking some of the rich soft- 


ware features EMC is often 


| praised for and has set some 
| guidelines for its smaller part- 


ner to follow. 

“That is one of the downsides 
of going with a smaller compa- 
ny,” Tanaka said. “They have 
been focusing on performance 


| more than feature and func- 
| tion. They are going to add it.” D 


Vance writes for the IDG News 


| Service in San Francisco. 


Lucent, Alcatel Call 
Off Merger Talks 


Lucent Technologies Inc. and tele- 
communications equipment rival 
Alcztel SA last week ended merger 
talks after being unable to success- 
fully negotiate a deal. The talks with 
Paris-based Alcatel had been seen 
as a potential saving grace for Mur- 
ray Hill, N.J.-based Lucent, which 
has been wracked by losses, declin- 
ing sales, management changes and 
layoffs since last fall. But in a state- 
ment posted on Lucent’s Web site 
on May 29, the two companies said 
the negotiations “have not resulted 
in any agreements and have been 
terminated.” The networking ven- 
dors didn’t comment on the reasons 
why a deal couldn’t be reached. 


Acer Licenses 
Palm OS for PDAs 


Taiwan-based PC and electronics 
device maker Acer Inc. last week 
announced that it has licensed San- 
ta Clara, Calif.-based Palm Inc.’s 
Palm OS for use in personal digital 
assistants (PDA). The deal will 
make Acer the first Taiwanese com- 
pany to license the operating sys- 
tem, which runs Palm devices, 

as well as Handspring Inc.'s Visor 
and Sony Corp.’s Clie PDAs. Sony, 
Japan’s Kyocera Corp. and South 
Korea’s Samsung Electronics Co. 
are the only other Asian companies 
that have licensed Palm OS. 


Short Takes 


Gaston Bastiaens, former CEO of 
troubled Belgian software vendor 
LERNOUT & HAUSPIE SPEECH 
PRODUCTS NV, was arrested in a 
Boston suburb on allegations of fi- 
nancial fraud, stock price manipula- 
tion and other charges on a Belgian 
warrant. . . . Dulles, Va.-based 
AMERICA ONLINE INC. appointed 
Louis A. Borrelli Jr. as senior vice 
president of AOL Broadband. . . . 
IBM has joined with FUJITSU LTD., 
HITACHI LTD. and NEC CORP. to ex- 
pand the development of the Linux 
operating system for wider business 
use in Asia. 
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A Ray of Light 


T’S BEEN A LONG, COLD SPRING in the unemployment line, and 
summer isn’t shaping up to be much better. Consider that instead 
of decreasing as expected, May jobless claims rose by 8,000, to 
419,000. The dot-com dead continue to pile up, jumping by 82% 


last week alone to break the 100,000 
mark, according to The Industry Stan- 
dard. Meanwhile, Old Economy com- 
panies are laying off 10% here, 3,000 
there. Lower IT budgets are forcing 
many managers to do more with less. 
IT hiring is at a standstill, and CIOs 
are suddenly sticking close to home. 

“Everyone wants a job and is ner- 
vous about keeping it,” says Comput- 
erworld columnist and career special- 
ist Fran Quittel. She typically receives 
about eight pages of career-related 
e-mails a week. This past week, she re 
ceived 72 pages. 

Amid this gloom, a small ray of light popped up 
earlier this month in an otherwise brutal an- 
nouncement from Cisco Systems, which plans to 
cut 8,500 workers. 

In an innovative and humane experiment in 
downsizing, Cisco, long known for its leading- 
edge approach to hiring and recruiting, will give 
employees who agree to work for a year at non- 
profit agencies one-third of their salaries and full 
benefits. They may also get their jobs back in a 


PATRICIA KEEFE iS 
Computerworld's editori- 
al director. You can reach 

her at patricia_keefe@ 
computerworld.com. 
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year. Sure, this program undoubtedly 
benefits Cisco on a legal, financial and 
image basis. And salvaging a measly 
200 jobs out of 8,500 seems a puny 
gesture. But that doesn’t diminish the 
win-win situation for the employees 
themselves, the nonprofit groups that 
could use access to experienced pro- 
fessionals and the community, whose 
unemployed burden and related fall- 
out is a tiny bit lighter. 

For managers who just six months 
ago were struggling to find skilled 
workers, Cisco’s experiment should 
hold enormous appeal. Coupled with other mea- 
sures, such as canceling bonuses and manage- 
ment perks, it could help limit the damage when 
cutbacks are necessary. It’s also one way to hold 
on to valued employees. This kind of creativity 
shows in real terms how to think beyond the bal- 
ance sheet and how a company’s actions can af- 
fect stakeholders in the company, not just the 
stockholders. And without a dedicated, loyal 
workforce, there can be no light at the end of 
this economic tunnel. D 


( 
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PIMM FOX 


Online Privacy 
Should Be a Right, 
Not an Option 


NLINE PRIVACY POLICIES are 

confusing and often contradicto- 

ry. And to a large extent, they 
place the burden of privacy protection 
on users, not on the firms that collect, re- 
sell or share data. 

For example, while most Web sites require 
or track in the form of cookies — different forms 
of individual identification, they do this using a 
generic “opt-out” policy in which users have to 
hunt for Web pages that allow them to selectively 
withhold personal data. 

Time Warner, one of the world’s largest opera- 
tors of news and entertainment Web sites, has a 
privacy policy stating that 
the company has the right 
to sell personal informa- 
tion that it collects about 
customers and Web site 
visitors, except for those 
who opt out. 

One of Time Warner’s 
users could click on an ad 
for the movie Pearl Har- Pie FOX is 


Computerworld’s West 
Coast bureau chief. 


bor, zero in on the Enter- 
tainment Channel, and buy euaunueee ad 
Set é ss sa ontact him at pimm_fox@ | 
tickets through the compa sasleniaitee:- | 
ny’s Moviefone service. — — 
Months later, the same user could be targeted 


with a promotion to purchase the video. 
This is all legal. The customer didn’t know he 
had to actively prevent personal information from 


| being released. 


Indeed, America Online — Time Warner’s new 


| owner — has a privacy policy promising not to 


use information for marketing purposes about 


| where individual members go online, but the com- 
| pany has started to increase the amount of adver- 


tising geared to where members live. AOL now 


sells Time Warner cable TV service to AOL mem- 
| bers who live in Time Warner cable territories. 


AOL also gives advertisers the chance to send 
ads to members who live in certain areas or to 


| specific user demographic groups. 


Mike Schroeck, an analyst at Pricewaterhouse- 
Coopers, says there’s a trade-off as the move to 


permission-based marketing gains support. 
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“Companies view the information they have on 
you as a strategic asset, but you might not want 
them to have it,” he says. 

An example of a workable opt-in, rather than 
opt-out, online privacy policy could be based on 
the Children’s Online Privacy Protection Act 
(COPPA) and rules enacted under COPPA. 

To protect children’s privacy and safety online, 
COPPA regulates when and how companies must 
seek verifiable parental consent before using data 
about children. COPPA rules are concerned with 
information that could make a child identifiable 
online. That includes his name, e-mail address, 
telephone number and attributes such as hobbies. 

Internal use of data can be granted via e-mail, 
whereas distribution of information to third par- 
ties requires a signature or fax. 

Why shouldn’t adults be afforded the same le- 
gal protections? And why can’t technology be 
used to uphold individual privacy, rather than 


render it obsolete? D 
ANDREW WILSON 


H-IBs Are Still 
Needed, Despite 
Slower Economy 


T’S BEEN EIGHT MONTHS since 

Congress raised the cap on H-1B visas 

from 115,000 to 195,000 annually 
through 2003. 

Ironically, as if on cue, economic growth 
has slowed, and many companies have been 
forced to downsize. Does 
this mean that IT man- 
agers should file their 
H-1B recruiting hand- 
books underneath their 
Y2k compliance manuals? 

Simply put: No. 

While staffing your IT 
department may not be as 
high a priority as it was a 
year ago, there’s still a 

hunt for highly skilled 
Be os ae computer professionals. 
_ —— In fact, during this period 
of budgetary restraint and slash-and-burn tactics, 
a quality IT worker can help increase business ef- 
ficiency and reduce operating costs. 

If you agree that the economy will recover and 
that a shortage of technological skills is a serious 
threat to a company’s survival, here are two rea- 
sons IT managers should continue the H-1B hunt: 
mw Lack of domestic workers with crucial IT skills. 
There’s still a tremendous shortage of highly 
skilled IT professionals in the U.S. The number of 


ANDREW WILSON is an as- 
sociate at the law firm 
Serotte, Reich & Seipp in 


| under H-IB status, it can do so quickly rather than 


computer professionals coming out of colleges in 
both India and China dwarfs the number graduat- 
ed by U.S. schools. In fact, according to the Na- 
tional Science Foundation, the number of U.S. en- 
gineering graduates has slipped more than 7% in 
the past decade. 

Also, training programs funded by increased 
H-1B fees aren’t producing individuals with the 
necessary technological talent. These programs 
were implemented to raise the skills of U.S. work- 
ers so they could fill the high-skill jobs now held 
by H-1Bs. Unfortunately, the programs are fo- 
cused primarily on teaching basic computer skills 
to entry-level workers. While these programs are 
helping many Americans improve their lives, 
they’re failing to address the shortage of U.S. 
workers who have the skills companies need. 


| @ H-1B portability. The law raising the cap, the 


American Competitiveness in the Twenty-First 


| Century Act, contains a provision that allows 


H-1B holders to start working for an employer as 
soon as his petition is filed. Therefore, if a com- 
pany wishes to hire a critical individual already 


be forced to wait three to five months. This is a | 
tremendous benefit to companies that can’t wait 


to fill their IT needs and that are adept at attract- 
ing highly coveted IT workers. 

Luckily, the best places to go hunting aren’t far 
away. Many H-IB professionals can be recruited 
while they’re still on F-1 visas studying at U.S. 
universities. F 
practical training after graduation, so there’s a 
comfortable window of time during which they 
can work before their H-1Bs are approved. 

Another great place to find IT professionals is 
Canada. U.S. companies have long been recruiting 
top high-tech talent from north of the border to 
help compensate for the shortage of computer 
professionals here. Corporate IT organizations 


-| graduates are allowed one year of 


are increasingly hiring Canadians with strong 

communication skills and cutting-edge technical 
knowledge. Also, Canadians can initially enter the 
U.S. quickly and easily under the North American 
Free Trade Agreement without having to go 
through the U.S. Department of Labor. 

In the slowing economy, companies should re- 

view their IT hiring practices and analyze which 
emerging skills will soon be in demand. Until U.S. 


| students become more interested in computer 


fields and government training programs catch up 
with technology, the hunt for H-1Bs will continue. D 





Defending Cobol 


FIND IT IRONIC that 

William M. Ulrich’s 

thesis that Cobol isn’t 
going away [“Remember 
Cobol? If You Don’t, Get 
Reacquainted,” News 
Opinion, May 21] is jux- 
taposed five pages later 
with Jon Carrow’s notion 
that “Technical Agility” 
[Business] is required to 
help companies adapt 
“quickly and smoothly” 
to newer technologies. I 
am witnessing a decision 
in my company to move 
from a Cobol application 
to a Windows-based tool 
that defies reason. With 
the legacy Cobol mod- 
ules, we own the code, 
have the ability to modi- 
fy the code, maintain the 
database and can pro- 
vide new reports on the 
fly, and the users have 
confidence in its reliabil- 
ity. In becoming techni- 
cally agile, we have to 
pay for a license and ser- 
vice for the Windows 
tool, pay for the database 
and hope that the system 


| into that country to un- 


READERS Li 


"1 doesn’t € t encounter an “il- 
legal operation.” Can 
Carrow tell me when our 
company is going to reap 
the benefits of being 
technically agile? 

David Tumbarello 

Systems department 

Double Eagle Steel Coating Co 
Dearborn, Mich 

Editor’s note: Readers 
sound off on Cobol’s val- 
ue on our forum, at 
www.computerworld.com/ 


| cobolforum 


il- | plug (or shut d down) the | } n) the 
cable modems that feed 
the broadband Internet 
into that country. If that 
neighbor refused (or 
sided with our enemy), 
we would unplug them, 
too, until the problem 
was solved. 
be such a commotion felt 
by the country’s com- 
merce, especially bank- 
ing, that the government 
would quickly agree to 
act responsibly. 


There would 


| Dave Handwerk 


Internet Disconnect 


HAVE WONDERED 

why, when a govern- 

ment refuses to pros- 
ecute a hacker in Indone- 
sia or a credit card thief 
in Russia or, now, hack- 
ers in China, we don’t 
simply pull the plug to 
that country’s use of the 
Internet [“We Have Met 
the Enemy and He Is 
Us,” Technology, May 


14]? Technically, it’s quite | 


| feasible. We would have 
| to ask all the neighboring 


countries that have feeds 


El Segundo, Calif 


Paid OT? Dream On 


M GLAD “IT’s Future 

Is in Good Hands” 

[Business, May 21], 
but where did the young 
lady get the idea she 
would get more money 
for working more hours? 
At the Fortune 500 com- 
pany I work for, the only 
people who get paid 
overtime are the contrac- 
tors and consultants we 
have to clean up after. 
Richard C. Carpenter 
Dalton, Ga. 


r’S ABOUT 

media recognizes that 

streaming media will 
be primarily focused on 
the business-to-business 
sector for the next few 
years [“Streaming Media 
Goes Mainstream,” 
nology, May 14]. Con- 
sumers just aren’t ready 
to understand the com- 
plexities of using stream- 
ing media, nor is the in 
frastructure ready. Con- 


Tech- 


sumers require broadcast 
quality; businesses don’t 
Cameron Clarke 

President and CEO 
Vodium 

New York 
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hp storage area management 


What it does: It graphically displays event and inventory 
trends for your storage devices, enabling you to easily 
predict where and when storage will be needed. 


How it helps: It enables you to quickly 
respond to your ever-changing storage 
needs and allocate accordingly. 


How you'd explain it to a bass 


fisherman: It could tell you the 
exact moment each fish becomes 
hungry, what they’re hungry for 
and where they plan on dining. 
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JOHN GANTZ 


N 
E-Marketplaces 
Are Down, but 
Not for Long 


HAT I LIKE about the dot-com 
stock crash is the misconcep- 
tions it has brewed. For in- 
stance, there’s the notion that business-to-con 
sumer e-commerce is dead (there will actually 
be tenfold growth in four years) or that brick- 
and-mortar companies will no longer invest in 
e-business (they'll actually spend 25% more on 
e-business technology this year). 

Take electronic marketplaces, those once high- 
ly touted Internet sites where companies in an in- 
dustry can buy or sell their goods and services to 
one another. The bursting of the dot-com bubble 
has people thinking this concept will go away, too. 

Not so. IDC’s big “eWorld 2001” survey con- 

ducted in 27 countries 
earlier this year found that 
businesses around the 
world are — surprisingly 
— interested in e-market- 
places. In fact, in Europe 
and the U.S., about 75% of 
IT managers and CIOs are 
familiar with the concept 
(Japan lags with only 45% 
JOHN GANTZ is a senior 


vice president at IDC in 
j 
Framingham, Mass. Con- 


tact him at jgantz@idc.com 


awareness), and about 
one-third expect to partic- 
ipate in an e-marketplace 
* this year either as a buyer 
or seller. Small companies tend to want to buy 
over these exchanges, while large companies tend 
to want to sell. 

There’s a reason why IDC believes that these 
exchanges will host half the Internet business 
to-business commerce by mid-decade, despite 
the dot-com crash and the industry consolidation 
that’s under way. Right now, there are two main 
methods of business-to-business Internet com- 
merce. The first is procurement-centric, by which 
companies buy over the Net by linking their or- 
dering systems to multiple catalogs or suppliers’ 
Web sites. The second is sales-centric, by which a 
seller links to customers through an extranet. 
Both are point-to-point. 

But because most companies are both buyers 
and sellers of goods, it makes sense for them to 
migrate to a multipoint-to-multipoint setup — 
like these e-marketplaces. If I’m right, most 
companies will be ill-prepared for the transition. 
Here’s what you need to do and what you ought 
to factor into your IT planning: 

m@ Prepare your internal systems to speak to the 
outside world — something you need to do 


NEWS 


regardless of which B2B commerce method you 
employ. If you’re going to share information on 
your products, such as stock numbers, descrip- 
tions or prices, you'll need them to be rational- 
ized and collected into a database, unless you’re 
an airline, where each seat on a plane is sold at a 
different (and mysterious) price. 

@ Understand the technical requirements of col- 
laborating over exchanges. Support for multiple 
document exchange formats, such as XML, 
cXML, RosettaNet and BizTalk, will be required, 
at least for big companies. 

@ Get really organized about security. I know 
you're picking up the pace here anyway, but you'll 
need extra care when dealing with multiple un- 
known buyers and sellers. 

w@ Expect the unexpected. Resistance to change 
can come from any quarter, from salespeople 
who don’t want trades over exchanges to eat 
away at their commissions to marketing man 
agers who don’t want competitors to see product 
data to managers who don’t want to settle on a 
document standard on which they haven't already 
standardized. 

The tide will start to move toward e-market 
places by the end of this year. Expect to be car- 
ried along with it. D 
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Are a Few Tips 

HE COLLAPSE of the dot-coms and 

the slowing of the U.S. economy 

have renewed interest in justifica- 
tion of IT spending. A year ago, money flowed 
freely for most projects 
under the e-business man- 
tle. But today, approval is 
most swiftly granted only 
to those projects with the 
most demonstrable return 
on investment. 

While the CFO may 
prefer this, IT managers 
responsible for data and 
computer security face a BILL LABERIS is a 
consultant in Holliston, 

Mass., and a former 
editor in chief of 


Computerworld. Contact 
him at bill@laberis.com. 
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conundrum. It’s exceeding- 
ly difficult to perform any 
kind of ROI analysis on 
security projects. That’s 
because the ROI on most 
of them is tied up in what the organization won’t 
pay as a result of having implemented strong, co- 
gent security measures. Even then, some of what 
is saved is intangible, like customer confidence 
and goodwill. It’s important, but still intangible. 
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It’s no surprise that as enterprise systems become 
increasingly network-centric and as more knowl- 
edge employees work away from the cozy, safe 
confines of a central office, security threats omi- 
nously mount. Remember the annoying “I Love 
You” virus of last year, which spread over e-mail 
networks? Computer Economics Inc. in Carlsbad, 
Calif., pegged the cost to business of dealing with 
the resulting mess at nearly $7 billion in the first 
week after it hit. 

There's also a peculiar aspect of security pro- 
visioning that further complicates life for IT 
managers. It’s very difficult for anyone to know, 
let alone prove to senior management, how much 
security is enough. No system can be rendered 
totally secure. So how secure do you want or 
need to be and at what cost? 

Securing networks, remote and mobile workers 
and budding e-business operations is very expen- 
sive in terms of equipment and staff, and security 
applications are often highly complex. And these 
expenditures don’t directly add to the bottom 
line. 

Also, many IT managers are concerned about 
sounding too much like alarmists when it comes 
to data security, especially to senior executives 
looking to shoot down projects with thin ROI 
justifications. You have to speak their language 
about security, putting matters in terms to which 
they'll readily relate. Here are some suggestions: 
@ Put the fear of lawyers in them. Computerworld 
reported on May 21 [Page One] that it’s a matter 
of mere months before some victims of cyberat- 
tacks file big, honking negligence lawsuits against 
companies that weren’t aggressive about securing 
sensitive data. While no one can yet say what the 
proper or legal level of protection might be, that 
won't make a difference to litigators should the 
right opportunity present itself after an attack. 

w Give them the cold, hard facts they love. Gathering 
data and statistics on the costs of cybercrime 
and hacker attacks has become a subindustry, and 
you should share this data with your bosses. The 


| Computer Security Institute teams up with the 


FBI annually to produce a highly regarded com- 
puter crime survey, complete with cost figures. 
Last month, the University of California at San 
Diego released a study showing that some 4,000 
denial-of-service attacks occur weekly. In a 
supreme irony, hackers last month successfully 
whacked the Web site belonging to the CERT 


} | Coordination Center at Carnegie Mellon Univer- 


sity in Pittsburgh, which is responsible for track- 
ing hacker attacks. 


| @ Plug them in. Forward-thinking companies regu- 


larly review security policies and procedures and 
update them accordingly. The really progressive 
firms directly involve senior executives in review 
meetings, aligning policies with strategic busi- 
ness issues from the start. 

These are small, doable steps to getting the 
support you need for the security you want. D 
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Procurement Network 
Harnesses Buying Power 


Boeing maximizes volume discounts with 
Web-based system that links employee 
purchases worldwide 


BY JAIKUMAR VIJAYAN 
OW HARD CAN IT BE to manage the 
purchase of office supplies and pro- 
fessional services? Very hard. Just ask 
The Boeing Co. 

As the world’s largest airplane 
manufacturer, Seattle-based Boeing 
generates millions of purchase orders 
and spends about $3.5 billion annually 

on nonproduction goods and services such as office 
and shop supplies, professional services, machine 
tools, vehicles, computers and software 

The huge task is managed by Boeing’s Shared Ser- 
vices Group, which was set up to handle, among oth- 
er things, all nonproduction purchases after the com- 
pany’s acquisitions of Milwaukee-based Rockwell In- 
ternational Corp. and St. Louis-based McDonnell 
Douglas Corp. When the new organization first took 
over the task, it found it had to deal with 17 purchase 
systems across the three companies, all based on 
technologies from the 1960s and ’70s. As a result, 
much of the purchase information needed to aggre- 
gate orders and negotiate volume discounts had to be 
collected manually and wasn’t always accurate. Em- 
ployees often circumvented Boeing’s system and paid 
full retail price, even if the vendor had already nego- 
tiated a volume discount on that item with suppliers. 

In 1999, the group launched an enterprisewide 
Web-based system for ordering, acquiring and paying 
for nonproduction items, says Candace Ismael, direc- 


tor of Boeing’s supplier management and procure- 
ment functions. The system is the first company- 
wide, noncustomized software deployed at Boeing; it 
lets users worldwide access it in the same manner. 
“The vision was to take all of those multiple, back- 
end purchasing systems and to create a single 
process and supporting system for purchasing indi- 
rect parts,” says Ismael. 

The Shared Service Procurement/Payables Net- 
work (SSPN, or Spin in Boeing-speak) is still being 
rolled out, but it already lets thousands of Boeing em- 
ployees worldwide purchase and pay for office sup- 
plies from a Web page. To buy an item, a Boeing user 
connects to the SSPN Web page, searches an online 
catalog of preapproved items for which prices have 
already been negotiated, adds it to a shopping cart 
and submits the order. User profiles determine the 
employee’s buying authority, and orders are routed 
to managers for approval when necessary. 

Suppliers electronically bill Boeing and are paid 
via electronic funds transfer directly to their banks. 

he system is built around Oracle Corp.'s Internet 
Procurement software and allows for better volume 
discounts, supplier management and much greater 
efficiencies in purchasing, Ismael says. 

Ismael says a big challenge has been managing 
changes brought on by the new system. Supplier 
management and procurement departments that 
used to handle purchase functions feel “somewhat 
threatened” by the new system, she says. 

“There is a lot of resistance to change in an organi- 
zation this large,” Ismael says. Consequently, one of 
her roles has been that of change management agent, 
getting support needed across Boeing to pull it off. D 
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PRINCETON’S Hans-Peter Bunge: With the right com- 
puters, “you can ask very complicated questions.” 


PRINCETON UNIVERSITY 


Supercomputer 


Taps the Mysteries 
Of the Earth’s Crust 


Research could enable accurate prediction 
of earthquakes and volcanic eruptions 


BY TODD R. WEISS 
IT’S A TANTALIZING PUZZLE, teasing geophysicists by 
keeping its secrets locked away deep within the 
Earth’s continuously evolving crust 

For decades, scientists have known that the Earth's 
continental plates are constantly moving at a glacial 
pace over the planet's surface, changing its appear- 
ance since it was first created some 4.5 billion years 
ago. But the complicated internal fluid dynamics that 
cause this movement are still a mystery 

Using a massively parallel supercomputer and spe 
cially designed modeling software, researchers at 
Princeton University in New Jersey have been slowly 
digging toward the answer. They’ve been working to 
understand the cycle of convection occurring deep 
inside the planet, where heat and pressure combine 
to warm thick layers of earth, turning it into ooze, 
while new layers solidify simultaneously and rise to 
the surface. The researchers’ work has brought about 
progress that could someday help scientists accu- 
rately predict earthquakes and volcanic eruptions. 

“Why [the plates] are moving this particular way 

. are things that we speculate about,” says Hans- 
Peter Bunge, an assistant professor at Princeton’s 
geosciences department and leader of the research 
project. “We don’t understand quantitatively why the 
plates move,” he says. The problem is that the con- 
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vection process is on such a huge scale that until re 
cently, scientists couldn’t assemble computers pow 

erful enough to crunch the immense amount of data 
necessary to realistically simulate the movement of 
the pl ites. 

Like a giant radiator, the Earth rids itself of the in- 
tense heat within its core through a massive circula- 
tion system of molten earth and solidified crust, 
powering the movement of the continental plates, 
sculpting mountains and other surface features. Ear- 
lier scientists built such computer models but 
viewed the processes in two dimensions — depth 
and horizontal extension — which isn’t a full 3-D 
representation of the Earth. But that previous work 
showed in principle that with relevant equations, the 

motion of the plates and the inner-Earth convection 
processes that fuel them could one day be simulated. 

Bunge’s team, which also included Mark Richards, 
his doctoral adviser at the University of California at 
Berkeley, determined that what was needed was a 
3-D model. Using convection simulation software 
called Terra, developed earlier by John Baumgardner, 
a research scientist at Los Alamos National Labora 
tory in New Mexico, Bunge adapted the simulator to 
work on a Cray T3D parallel-processing supercom- 
puter with 256 Alpha-based processors. Each proces- 
sor in a parallel computer has its own memory and 
operating system, providing greater resources to 
work out complicated computations. With 4GFLOPS 
of computing power, the Cray provided clues that in- 
spired even more research. 

“Those steps that we did really led to a more real- 
istic interpretation of the Earth’s interior,” Bunge 
says. “With the right software and the right comput- 
ers, you can ask very complicated questions.” 

More detailed simulations will require a new gen- 
eration of even more powerful computers, but mea- 
surable progress is being made. “These computer 
simulations are bringing us closer to the ‘why,’ ” 
Bunge says. Given another 10 years or so, he predicts, 
scientists hope to have the answers they seek. 

“The answer is like a beacon,” he explains. “You 
see it in the distance, but along the way, you go 
through uncharted territory.” D 


CHARLES SCHWAB & CO. 


Intranet Helps 
Workers Navigate 
Corporate Maze 


Self-service resource provides 30 
applications for everything from training 
to a directory of benefits and time sheets 


BY THOMAS HOFFMAN 
IT RECEIVES 1.3 MILLION PAGE VIEWS PER DAY, but it’s 
not Yahoo or America Online or even CNN.com. It’s 
an intranet created by Charles Schwab & Co. that en- 
ables Schwab’s 23,000 employees to access detailed 
information about benefits, training, computer sup- 
port and scads of company information. 

The genesis of the intranet was in 1996, with the 
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CHARLES SCHWAB’S Anne Barr: The intranet “helps 
employees find the information that they need faster.” 


introduction of Schwab's “White Pages,” an employ- 
ee directory that was Web-enabled at a time when a 
lot of companies hadn't even launched home pages 

for their Internet sites. 

“As a company, we're very committed to using 
technology to benefit our customers and to provide 
good services to our employees,” says Anne Barr, 
vice president of the intranet initiative known 
throughout the company as the “Schweb.” 

That effort spawned the Enterprise Directory ini- 
tiative, which the company began in earnest in mid- 
1999 with a “sneak peek” pilot version of the White 
Pages that was accessible from the home page of the 
intranet, says Barr. During that time, Schwab shifted 
from a homegrown version of its White Pages to a 
packaged application from Cupertino, Calif.-based 
Oblix Inc. to support those pages. 

Che Schweb delivers a plethora of benefits to both 
managers and employees at the San Francis- 
co-based discount brokerage. For starters, it 
provides managers with online access to ac- 
curate information about employees. Be- 
cause the directory is online, it’s a lot easier 
to update and maintain than a set of desk- 
top applications, notes Barr. 

lhe intranet provides employees with 
more personalized information about them- 
selves, their roles and the organization than 
they’d otherwise be able to obtain from the 
company’s human resources department. 
“The other benefit is that it helps employees find the 
information that they need faster and to serve custo- 
mers faster, more effectively,” says Barr. 

Indeed, these types of self-service intranets are a 
boon for big companies like Charles Schwab, where 
it can be a bit daunting for a new or even seasoned 
employee to find answers to questions about bene- 
fits, training and more. “Just being able to navigate 
your way through : cially for a new 
employee — can be overwhelming,” says Barbara Go- 


HYDRO ONE’s 
Gerry O’Hearn 
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molski, an analyst at Gartner Inc. in Fallbrook, Calif. 
“From a productivity standpoint, people can save a 
lot of time about who to go to, who does what, etc 
especially these days, as organizations want people 
who can hit the ground running.” 

There are now 30 applications that link into the 
Schweb, including the Learning Intranet, an applica- 
tion that helps mana g for Schwab's 14,000 
customer-facing employees, and eTimesheets, which 
employees use to manage their own vacation time. 

The productivity benefits alone from the use of 
the Schweb are huge. Charles Schwab is saving hun- 
dreds of thousands of dollars annually by having em- 
ployees fill out benefits forms online using an appli- 
cation called eForms, says Barr. 

Barr says she’s hopeful that the intranet can evolve 
to generate richer, more targeted information to 
Schwab’s employees. The idea, she says, is to “help 
us maintain our entrepreneurial spirit as a company 
and maintain our values going forward.” D 


HYDRO ONE INC 


Game Stimulates 
New Thinking in 
Utility World 


Market competition forces managers to 
learn to create shareholder value 


BY MATT HAMBLEN 
IMAGINE YOU'RE A HIGH-LEVEL MANAGER at an elec 
tric utility, facing multiple crises in a single day. 

First, a major ice storm shuts down much of your 
energy distribution. Minutes later, a regulatory au- 
thority rules that your company must surrender 30% 
of the previous quarter's profits. The regulator's ac- 
tion forces you to quickly appear before investment 
bankers to get them to open their wallets. And on top 
of that, you must make decisions with two managers 
whom you don’t know well. 

Such is a typical day in the Strategic 
Growth Game, a computer-based training 
tool being used at Hydro One Inc. in Toron- 
to. Designed to help managers learn how to 
cope and strategize in a newly competitive 
energy field, the game has already been 
played in the past year by almost 500 man- 
agers at the 5,000-worker company, says 
Gerry O’Hearn, senior vice president of 
corporate affairs and an executive sponsor 
of the project. 

‘Unlike their day jobs, managers don’t 
get a lot of time to make decisions in this game,” says 
O’Hearn. “There’s a lot of information and ... we're 
intentionally trying to make it fairly intense.” 

One goal of the game is to help managers stream- 
line the decision-making process, he says. That’s be- 
cause Hydro One is entering a world of market com- 
petition where shareholder value is the brass ring. 
Before 1998, the utility firm was part of a larger com- 
pany that was government-owned, but then the gov- 
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Continued from page 35 
ernment of Ontario stepped in to introduce market 
changes that will take full effect next year 

Chree teams of three people each compete against 
one another in 10 sessions of 25 minutes. At day’s 
end, the team with the greatest shareholder value 
wins. Because the game includes ice storms, wild 
mergers and regulators who throw curve balls to 
managers, “we've seen senior people blow up be 
cause the numbers weren't acting properly,” says Les 
McKay, chief implementation officer at subsidiary 
Hydro One Telecom Inc. 

if the game has been intense for managers, several 
managers say it’s worth the time they spend away 
from their real work, not to mention the cost of the 
game software, which was provided by consultants at 
PricewaterhouseCoopers. “People have learned a 
great deal in subtle ways,” says Cedric Stevenson, 
manager of leadership development. “We're attempt- 
ing to change our culture and make managers under 
stand the concepts of creating shareholder value.” 

Business schools widely use such games, but the 
use of a customized format like this within a utility is 
rare, analysts say. A Web-based game called Fantasy 
Utility is popular in England, but it isn’t customized 
for any particular company, says Rick Nicholson, an 
analyst at Meta Group Inc. in Stamford, Conn 

Michael Kay, a consultant at New York-based Price 
waterhouseCoopers, tailored the game for Hydro One 
over a period of six weeks. He says a company could 
get customized game software for between $100,000 
and $500,000. “This whole area of business gaming is 
booming, even though it was considered trivi: il be- 
fore,” Kay says. “People are beginning to realize there 
are certain things you can’t do any other way.” D 


MIDDLEWIRE INC 


Technology. 
Advances Exchange 
of Medical Images 


Physicians can easily and securely 
transmit life-critical diagnostic files to 
speed treatment of patients 


BY JOSEPH A. KEEFE 

IF YOU'VE EVER HAD AN E-MAIL MESSAGE bounce 
back because it contained data too large to transmit, 
imagine the frustration if you were sending life-criti- 
cal images like MRIs or CT scans 

Middlewire Inc., a multimedia messaging company 
in Los Altos, Calif., is focused on breaking the “large- 
file barrier” stipulated by many application programs 
and e-mail systems. The company’s patented file- 
transfer technology makes the process of sending 
very large files more secure, and easier for the 
sender, by using a Web browser. 

Middlewire is proving its mettle by assisting physi- 
cians in the lightning-fast transmittal of life-critical 
diagnostic image files, and on another front, by pro- 
viding the vehicle for timely and secure handling and 
storage of voluminous financial services data. And it 
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MIDDLEWIRE’S David Knight: “Ultimately, we intend to 
improve any and all aspects of Internet applications.” 


does so at a cost that rivals and, in most cases, is 
much less than that charged by courier services. In a 
real-life example, the Middlewire system transported 
more than 2.6TB of data ina 
rhe technology is the vision of Middlewire 
founder and project leader David Knight and is 


24-hour period 


based on separating the information to be transmit- 
ted from the addressing used to deliver the informa- 
tion (like the way phone networks break out the 
number dialed, routing and management of call qual 
ity and billing data). By separating information from 
its addressing, users can route audio, video and 
imaging files using a wireless device. On the receiv- 
ing end, using a tunneling method and HTTP ad- 
dresses, the recipient views the file in a standard 
browser or downloads “autolaunchable” files. Exist- 
ing file-transfer methods are bypassed completely. 
Knight compares his product’s potential impact to 
that of shipping containers for seaborne cargo. Just as 
those containers allow for fast, safe and seamless 
transfer of large quantities of individual cargoes, Mid- 
dlewire’s application enhances the exchange and stor- 
age of critical information. Think your e-mail and 
critical business attachments are private? Think 
again. On the waterfront, the locked container elimi- 
nated about 80% of cargo damage and theft almost 
overnight. Middlewire improves security in a similar 
way with password-protected transmissions, and con- 
firmation of receipt when the file is opened. 
“Middlewire is merely picking the low fruit off the 
tree,” says Knight. “Ultimately, we intend to improve 
any and all aspects of Internet applications as the 
technologies allow and the need arises.” The compa- 
ny’s next move is “overall upgrading of conventional 
e-mail, security and accounting of e-mail, and other 
Internet-based activities for business,” he says. 
“We're building technology that will ultimately 
bring the same applications, concepts and powers to 
the desktop user instead of having to rely on the big 
Web site on ators and service providers,” he says. D 


Keefe is hideous writer in Charlotte, N.C. 
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The great e-business shakeout is well under way. For 
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the end was quick 


For those who have made it, who broke the code and 
figured out how to build a truly viable e-business, our 
heartiest congratulations. 


As it turns out, many of these successful 
companies-including the majority of the Fortune 
e-50-have built their e-businesses on an 
exceptionally strong foundation 
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This award-winning set of innovative software and 
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rapidly develop and launch advanced e-commerce 
initiatives. It’s an end-to-end solution that includes 
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In fact, it’s now the global standard by which all 
e-commerce software is measured. 
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DOLLAR SENSE 


The bubble of optimism 
may have popped on 
Wall Street, but it’s as 
inflated as ever among 
IT analysts, writes Paul 
A. Strassmann. But are 
predictions that IT 
spending will amount to 
10% of total revenue by 
2005 realistic? Not when 
you you do the math. 
And the budget crunch- 
ers always do the math 
rather than rely on airy 
predictions to justify 
spending. » 48 


THINK LIKE 


A CUSTOMER 


Designing Web e-com- 
merce relationships is 
more intricate than just 
building systems. The 
feeling of speed can be 
more important than ac- 
tual speed, and being 
able to predict customer 
behavior can save a site, 


according to researchers | 


featured in this month’s 
Harvard Business Re- 


view. » 50 


FAINT HOPE 


In a tight economy, 
many firms hang their 
hopes on the promise 
that customer relation- 
ship management sys- 
tems can increase rev- 
enue and retain cus- 
tomers. But successful 
CRM rollouts mean lots 
of plodding before you 
can get where you're 
going — if you can get 
there at all, warns Kevin 
Fogarty. » 50 
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RON GRIFFIN is CIO at 
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the No. 1 Best Place to Work 
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Despite a cooling economy, the top IT 
employers remain committed to investing 
heavily in their staffs. This includes generous 


benefits packages, access to lots 
of training, challenging projects 
and opportunities to advance. 
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JUNE 18 ISSUE: 

Benefits: Melissa Solomon re- 
views the benefits packages off 
by the best IT employers. Plu 

10 Best Places for Benefits 


Diversity: Kathleen Melymuka 
finds that at the best IT employers 
successful diversity begins with a 
nurturing corporate culture. Plus 
The 10 Best Places for Diversity 


JUNE 25 ISSUE: 

Training: Leslie Jaye Goff writ 
about the training investments tc 
employers make to attract and 
retain top IT professionals. Plus 
The 10 Best Places for Traini 
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explores the strategies for exposing 
IT staff to projects that keep them 
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‘MODEL 
EMPLOYERS 


BUSINESS 


F YOU'RE A TECHNOLOGY 
manager, you know firsthand 
how difficult it is to hire 
qualified IT staff. And 
though some managers re- 
port seeing retention num- 
bers creep up, hiring can still 
be a challenge, even in the 

current economic slowdown 

The message is clear: Technology 
staffers who are good at what they ¢ 
still have a wide selection of employers 
to choose from. And the only way to 
attract the best employees is to be one 
of the best employers. 

That means offering employees not 
just top compensation but also oppor- 


lo 


tunities for career growth, investment 
in training, diversity in the workplace, 
work flexibility and, ideally, a comfort- 
able and fun place to spend their day- 

time hours. 

How do you do it? To help you find 
out, Computerworld has compiled its 
eighth annual list of the 100 Best Places 
to Work in IT. Based on the criteria that 
prospective employees find most im- 
portant, companies were measured on 

i ity, training, career development, 
benefits, hot projects and retention. 
These measures were combined to se- 
lect the best overall firms. 

It turns out that these desired em- 
ployers have a lot in common. Beyond 
the great training, great opportunities, 
great benefits and great diversity it took 
to get them to the top in the first place, 
we found a lot of common ground in 
the corporate philosophies of these 
companies and the way they deal with 
IT. Here’s a look at three key themes: 


= IT is central to the best employers’ 
success. 

Of course, many firms these days 
claim that technology, especially the 
Internet, is part of their central mis- 
sion. But for those that made it to the 
top of the list, excellence in IT is a fun- 
damental part of corporate strategy. 

This is a no-brainer for employers 
such as Atlanta-based The Home De- 
pot Inc. (No. 1 on the list), which keeps 
retail prices low and depends on a 
complex distribution and inventory 
system to stay profitable. 

It’s equally obvious why the insur- 
ance and financial services firms that 
made it to the top consider IT to be of 
strategic importance — they deal in in- 
formation almost exclusively. 

The reasoning may be less obvious 
for Las Vegas-based Harrah's Entertain- 
ment Inc. (No. 2). One doesn’t necessar- 
ily think of the casino business as on 
the cutting edge of IT. But Harrah’s 
marketing strategy depends on building 
complex relationships with repeat cus- 
tomers via sophisticated data mining. 

And although many people assume 
that New York-based Avon Products 
Inc. (No. 4) is a low-tech firm, the op- 
posite is true, explains CIO and Senior 
Vice President Harriet Edeleman. 
“When people think of Avon, they think 
of a relationship-based environment in 
one of its most basic forms,” she says. 

But the company processes more 
than 60 million custom orders per year 
at facilities around the globe. “It’s a 
highly complex, very punishing supply 
chain and a highly transactional busi- 
ness,” Edeleman says. And Avon could- 
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The key to being a top employer in 
tough times is fostering close relation- 
ships - management to staff, IT to 
business and individuals to the overall 
company strategy. By | 


n’t do this without powerful technolo- 
gy to back it up, she adds 


= Management takes an active interest 
in employees’ careers from the day they 
arrive. 

At the best places to work, technolo- 
gy employees know that their company 
cares about their future from the mo- 
ment they walk in the door. 

“As individuals join our organization, 
they immediately begin working on a 
development plan with their managers,” 
says George McKinnon, vice president 
and CIO at Nationwide Insurance Cos. 
(No. 3) in Columbus, Ohio. Employees 
meet with their managers every quarter 
for a formal review to assess the plan 
and check on its progress. 

“We want to help people achieve 
both their personal goals and their 
aspirations as employees,” McKinnon 
explains. 

At Milwaukee-based Harley-David- 
son Inc. (No. ll), every new employee 
starts with a three-day orientation pro 
gram. “It covers all areas of the busi- 
ness and all our business processes,” 
says Cory Mason, director of informa- 
tion services. “And it gives a really 
good grounding in the culture of the 
company.” 

For IT staff, the general orientation is 
followed by a half-day orientation that 
gets them familiar with the systems 
Harley-Davidson uses and with how 
the company’s information services de- 
partment operates. Then, once a year, 
employees go through a self-assess- 
ment against the established competen- 
cies for their jobs, and their supervi- 
sors do the same, “purely for career de- 
velopment purposes,” Mason says. 

Every information services position 
at Harley-Davidson has its competen- 
cies mapped out in this way, Mason 
says. “They can look at any job in IS 
and get an idea of the skills they need 
for that job,” he says. “Ultimately, em- 
ployees need to be responsible for their 
own careers. But it’s much easier to do 
if you have complete information.” 

And at these top companies, interest 
in employees’ careers continues 
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throughout their time with the compa- 
ny. For example, because most man- 
agers believe having a mentor helps 
with career growth, many of the top 
places to work have formal mentoring 
programs. These programs match em- 
ployees with more experienced coun- 

» teach needed skills and 
who may offer career guidance. 

“We have both a knowledge mentor- 
ing program and a career mentori 
program, where we are identifying em- 
ployees to fill leadership positions i 
the short and long term,” says Bob 
Baggett, systems manager at State 
Farm Mutual Automobile Insurance 
Co. (No. 13) in Bloomington, Ill. 

Jami Schweitzer, college campus co- 
ordinator at State Farm’s systems de- 


BUSINESS 


HARRIET EDELEMAN, 
eae emma 
president at Avon 
Products, says the 
em mere 
complex, very punish- 
ing supply chain and a 
me Use Clty 
business.” 


partment, started with the company a 
year ago and went through the knowl- 
edge mentoring program herself. She 
says the program is so successful that 
State Farm is now expanding it to em- 
ployees who haven’t even arrived yet. 
Starting this fall, the company will be- 
gin assigning mentors to college stu- 
dents who plan to join the company 
when they graduate. 


= There are no walls between business 
and IT. 

Strikingly, all of the IT executives we 
spoke with at the Best Places to Work 
stressed that IT people and business 
people work side by side in their com- 
panies. Giving technologists a better 
understanding of what they do helps 


the business succeed and leads to ca- 
reer satisfaction for IT professionals. 

In fact, according to Eileen Cassini, 
vice president of IT services at Har- 
rah’s, letting IT staff learn about the 
business was a key part of a major IT 
overhaul five years ago. 

Part of the change was taking care of 
what she calls “hygiene factors” — 
basic issues such as compensation, 
training opportunities and workplace 
flexibility — that would have caused 
IT employees to depart for greener 
pastures if Harrah’s didn’t keep pace 
with competing employers. 

But beyond that, “one of the things 
we focused on is connecting the em- 
ployee to the business. They know ex- 
actly how they contribute to the rev- 
enues of the company every day ar 
how important they are to the busi- 
ness,” Cassini says. 

The overhaul reduced Harrah’s IT 
turnover rate from 35% to 5% in one 
year, she s Equally important is 
that, of tho: 10 do leave, many re- 
turn after a few months, she adds. 

nd at many Best Places to Work, 
the close relationship between busi- 
ness and IT allows people to switch 
between the two areas. In fact, State 
Farm has found that a growing number 
of IT staffers are making the transition 
to becoming insurance agents. 

At Harley-D son, cross-function- 
al work teams give IT workers a sense 

: business as a whole, Mason says. 

What are the benefits to working 
this way for IT professionals? “I think 
it gives them career development,” 
Mason says. “It gives them an ability to 
be more effective as information ser- 
vices professionals so they’ll have the 

ility to come up with a superior so- 
lution. It gives them the opportunity to 
learn what’s going on in the business 
outside information services.” 

Thus, at the top places to work, sev- 
eral different career tracks are avail- 
able. IT specialists may advance by 
taking on management roles within 
technology, or, because there are no 
walls between technology and busi- 
ne may wind up moving into 
business management positions. Those 
who don’t love m zing people 
climb the ladder by taking on special 
technology challenges and may wind 
up reporting directly to the CIO. D 


Zetlin is a freelance writer in Woodstock, 
N.Y. 
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The Home Depot Inc. 
Harrah's Entertainment inc. 
Nationwide Insurance Cos. 
Avon Products Inc. 
International Truck and Engine Corp. 
The Vanguard Group Inc. 
Avnet Inc. 

FleetBoston Financial Corp. 
USAA 
PricewaterhouseCoopers 
Harley-Davidson Inc. 

IBM 

State Farm Mutual Automobile Insurance Co. 
EPIQ Systems Inc. 

Cabot Corp. 

Towers Perrin 

PBS 

TechieGold.com 

Mercury Interactive Corp 
State Street Corp. 

United Stationers Inc. 

The Earthgrains Co. 

Sears, Roebuck and Co. 
Tosco Corp. 

AT&T Corp. 

Wal-Mart Stores Inc. 

The MONY Group Inc. 
Burlington Coat Factory Warehouse Corp. 
General Mills Inc. 

Acxiom Corp. 

Forsythe Technology Inc 
FedEx Corp. 

J.B. Hunt Transport Services Inc. 
Deere & Co. 

TECO Energy Inc. 

SAS institute Inc. 

Capital One Financial Corp 
Scientific-Atlanta Inc. 

The CIT Group Inc. 

Cigna Corp. 

Galileo International Inc. 
Georgia-Pacific Corp. 
Network Appliance Inc. 
Bose Corp. 

Best Buy Co. 
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OR THE EIGHTH YEAR IN A ROW, Computer 
world conducted a survey to identify the 100 best 
places to work for IT professionals. From January 


2001 through March, Computerworld invited CIOs, 
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vice presidents and IT directors at U.S.-based companies 
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Computerworld’s 75-question online survey asked 


about the organizations’ benefits, training and develop- 
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ment, average salary increases, percentage of staff toring programs and benefits, ranging from elder separately and given equal weight in determining 
promoted, turnover rates and the percentage of care and child care to flextime and stock options. | the final ranking. Rankings were based on the status 
women and minority employees on staff and in IT The final ranking was based on the results of of and information from the companies at that time 
management positions. In addition, information was the 75-question survey and wasn’t limited to the data Approximately 225 companies qualified for con- 
collected on each organization’s hot projects, men- presented below. All quantitative data was scored | sideration as Best Places to Work in IT.D 


Pelee ac | IT staff is evaluated cele und Pir) ure who are minorities irre) Rte iar Ug Rte) budget for 2001 
Yes Twice a year Yes 36 31 25 17 $9,200 Increase 
Twice a year Yes 47 43 19 $7,000 Increase 
Once a year Yes 48 56 E $7,652 Increase 
Twice a year Yes 1 33 $11,000 Remain the same 
Twice a year Yes 40 25 5 $6,700 Increase 
Once a year No 32 34 1 $8,000 Increase 
Twice a year Yes 24 22 2 1 1 $5,000 Increase 
Twice a year Yes 45 36 $9,200 Remain the same 
Twice a year Yes 39 31 $7,200 Remain the same 
At least three times a year Yes 35 16 $7,907 Increase 
At least three times a year Yes 35 25 ‘ $5,050 Increase 
Once a year Yes 28 2 $7,300 Remain the same 
Twice a year Yes 43 32 9 1 1 $4,590 ncrease 
Twice a year No 30 1 $7,000 Remain the same 
Twice a year No 14 : $5,000 Increase 
Once a year No 34 $10,000 Remain the same 
Once a year o 26 $6,000 
At tcast three times a year Yes 10 $5,000 Remain the same 
Once a year S 45 a : $3,500 Increase 
Once a year 2 39 : $5,500 Increase 
Twice a year 43 ¢ $3,600 Increase 
Once a year 40 1 $5,000 Remain the same 
Twice a year ex 40 $4,400 Increase 
Twice a year 26 : Z ‘ $4,000 Remain the same 
At least three times a year Ye 48 $2,500 Increase 
Once a year 34 } $4,300 Increase 
Twice a year 2S 48 1 $4,100 Increase 
Once a year = 27 $5,000 Increase 
Twice a year 43 $3,200 Remain the same 
$4,500 Remain the same 


Once a year \ 33 
At least three times a year 23 $10,000 Remain the same 
Once a year 40 $3,500 Remain the same 
Twice a year 2 33 1 $6,560 Increase 

Once a year 34 $4,000 Remain the same 


At least three times a year pS 40 1 $2,750 Remain the same 
Twice a year 36 $2,500 Increase 

Twice a year fes 33 $3,500 

Twice a year 31 $4,400 Increase 

At least three times a year 30 : 5 $2,000 Remain the same 
Twice a year 45 $2,000 Remain the same 
At least three times a year 40 1 $3,000 Increase 

Twice a year 38 $3,800 Increase 

31 $3,000 Increase 

50 $3,000 Remain the same 


$4,800 Remain the same 
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Battelle Memorial Institute 
Texas Instruments Inc. 
Minnesota Life Insurance Co. 
West Group 

Charles Schwab & Co 
Gartner Inc. 

SCT Corp 

DPR Construction Inc. 
American Management Systems Inc. 
Florida Power & Light Co. 
Hewitt Associates 

Mellon Financial Corp. 
Analysts International Corp. 
AXA Financial inc. 

Lands’ End Inc. 

Royal Caribbean Cruises Ltd. 


American Family Life Assurance Co. of Columbus 


Caterpillar Inc. 
Peoples Energy Corp 
SEI Investments Co. 
Ventera Corp. 
Prudential Financial 


Household International Inc. 


Lockheed Martin Management & Data Systems 


CDW Computer Centers Inc. 

Freddie Mac 

The PNC Financial Services Group Inc. 
American Electric Power Co. 

@stake Inc. 

SuperValu Inc. 

Electronic Data Systems Corp. 
Roadway Express Inc. 

Office Depot Inc 

KPMG Consulting Inc. 


Edison International and Southern California Edison 


Manugistics Group Inc. 

Allstate Insurance Co. 

John Hancock Financial Services Inc. 
United Parcel Service Inc. 

GATX Rail Corp. 

NCR Corp. 

Mentor Graphics Corp. 

Eastman Chemical Co. 

National City Corp. 

Staples Inc. 

Comerica Inc. 

UnitedHealth Group Inc. 

Comark Inc. 

HCA Information Technology & Services Inc. 
Regions Financial Corp. 

Securities Industry Automation Corp. 
RadioShack Corp. 

TRW System & Information Technology Group 
J.C. Penney Co. 
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THE BOOK OF (@ BUSINESS 


Vothing says “toge ther foreve r’ like a 


tightly integrated e-business infrastructure 


IBM. the e-business logo and other marks designated © or ™ are trademarks of Internationa! Business Machines Corporation in the United States 





MIDDLEW 


THE SWEET, 


VOUGATY 


THE GOOD STUFF is always in the 
middle. Think candy bars. Or jelly donuts. 
Or Web application 


environments based on open standards 


Or Blow Pops: 


that give you socketlike development 
simplicity. killer tools and a realistic way 
to cut custom coding time by as much 
as 80%, Good stuff, indeed. Technically 
speaking. it’s nothing short of yummy. 

I very month thousands of copies ol 
WebSphere® software are downloaded from 
ibm.com. The buzz you hear is real. Over 
35,000 companies are using it now in 
hundreds of ways. making it the fastest- 
srowing Web software platform. 

Why IBM? Because IBM has been 
integrating end-to-end e-business systems 
for decades. From the simple to the 
staggeringly huge and complex. So we build 


software with that experience. Software 





RE: 


CENTER OF INFRASTRU( 


like MQSeries? which lets you remain 
calm when some half-informed executive 
commits to “integrating” your brand-new 
Web-based supply-chain system with your 
new supplier's 12-year-old mainframe- 
based distribution system (or any of 35 
other incompatible platforms). Or IBM's 
Tivoli’ software, relied upon by 96 of the 
Global 100 companies to securely control 
and manage their e-business networks. Or 
DB2? the hub of any robust e-business. 
delivering up to twice the performance of 
Oracle’8i at half the price. Tasty, eh? 

Middleware from IBM. It’s the digital 
gearbox at the sticky center of integrated 
e-business infrastructure. 

lo talk to someone about how IBM 
middleware can help your enterprise. call 
us at 800 426 7080 (ask for infrastructure) 


or go to ibm.com/e-business 


and/or other countries. Other company, product and service names may be trademarks or service marks of others. 2001 IBM Corporation. All rights reserved 
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Stability in IT Helps ClO Focus 
On integrating Acquisitions 
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Bubble Trouble 


HILE MOST CORPORATE IT budgets are being 
prepared for surgery, consultants and magazines 
are ready to cheer up the patients by saying that 
all is well. They say that the big IT spending 
spree that was so typical of the past several years 
will continue, regardless of how much the economy will be hurting. 
In fact, they say, IT spending will rise faster then ever! 
I first detected the existence of explosive IT growth predictions 
last fall. A senior researcher from Gartner announced that the growth 


rate of IT expenditures will accelerate, reaching — on average 


1¢ % 


of U.S. corporate revenues by 2005. I don’t usually pay attention to 
percentage-of-revenue benchmarks because they vary from 0.1% for 


natural resources firms to a New York invest- 
ment bank that spends 10% of revenue on IT 
(spending more than $70,000 on IT per em 
ployee). The idea that U.S. averages would ap 
proach by 2005 what I consider close to a max- 
imum spending limit was so far-fetched that 
the prophecy couldn't be dismissed. 

The 10% prediction didn’t go away. Within a 


few weeks, magazines quoted it as the new stan- 


dard for assessing how well a company keeps 
up with competitors. A leading weekly then 

announced on its cover that U.S. firms could 
expect IT spending to rise, on average, to 8% of 
revenues by 2004 as a prerequisite for survival. 


After that, the can-you-top-this forecasting com- 


petition was in full bloom. An article in a popu 
lar bimonthly magazine announced that by 
2004, average spending could be as high as 

25% of revenues. Finally, a respected computer 
magazine featured a consultant's assertions that 
average spending could be expected to reach 
20% to 40% of revenues by 2004! 

One way to test the credibility of any fore- 
cast is to give it a sanity check. If true, does it 
make sense? I examined spending statistics for 
8,961 U.S.-listed corporations with total rev- 


Wild Predictions? 


Here's what firms would have to spend in 2004 to 

match three recent IT/percentage-of-revenue bench- 

marks and the implications of those predictions: 
LEU Median IT | Median IT | Average 

Drage Dread ter oag Cea 

employee total com- } (millions) rate 

sy 

33% 
104% 
145% 


$15,865 
$49,578 
$69,410 


enues of more than $5 trillion. I then projected es- 

timated average IT spending based on 8%, 25% 

and 20% to 40% 
The results (see chart) were astounding. The 


of revenues. 


projected growth rates are based on my best esti- 
mates of current spending levels: IT spending as 
a percentage of revenue was 3.6%; median IT 
budget per employee, $8,609; and median IT bud- 
get for total compensation, 17%; and median IT 
budget, $4.7 million. The figure for median IT 
budget per employee takes into account the fact 
that 41% of employees aren’t information workers 
and, therefore, not significant IT users. 

None of the three IT-revenue ratio forecasts is 
believable. Their projected average IT spending 
growth rates of 24%, 118% and 174% would sur- 
pass even the most optimistic proje ctions in em- 
ployee payroll as well as any other corporate in- 
dicator, including profits, head count and admin- 
istrative expenses. Further, the future IT spend- 
ing numbers are in current dollars, and IT costs 
are supposed to be decreasing, according to 
Moore’s Law. Therefore, it defies comprehension 
to try to understand how the amount of actual 
computing power we would be buying would in- 
crease profits sufficiently to pay for the enor- 
mous IT bills. 

When next year’s budget plans come up for 
review later this year, it may be foolish to refer 
to spending forecasts to justify accelerated spend- 
ing. By all means, spend money on IT if there’s a 
demonstrable payoff. But beware of those who 
inflate bubbles beyond realistic limits. Somebody 


|| who’s reviewing your spending plans may punc- 
| ture that bubble. DB 


| Paul A. Strassmann (paul@strassmann.com) has 


written extensively about the troubles that can be 


| traced to benchmarks based on IT-revenue ratios. 
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HIGH SPEED PACKET SERVICES. When record demand for office furniture 
boosted data traffic and internal applications requirements, Steelcase 
needed more power and flexibility from their existing network. So AT&T 
Business augmented it with Integrated Network Connection Service, 
which dynamically allocates bandwidth to voice and data applications. 
Now Steelcase has the networking power they need, where and when 
they need it. And they're saving money,in the bargain. You could say that 
val am i eels cm Come AN Ve adi -mm day eM ad ask] 
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Innovative Networks. Innovative Thinking.” 


Al 


Find out how High Speed Packet Services can speed up your business. 
Call 1 866 877-7115 or visit www.att.com/business/speed 
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Using Behavioral Science to Boost CRM 


Understanding how customers 
think and feel is the key to ef- 
fective service, according to 
an article in this month’s issue 
of Harvard Business 
Review by Richard 
B. Chase, professor 


of operations man- 


PT RANTS SUOMEETES RE REN 
This is the first in a 
series of monthly 
discussions with 
authors of articles 
in the HARVARD 
BUSINESS REVIEW 
on topics of interest 
to IT managers. 


agement at the Uni 
versity of Southern 
California’s Mar- 
shall School of Busi- 
ness in Los Angeles, 
and 


associate pro- 


benefit from innovations in 


behavioral science. 


Q: Shouldn't IT managers be less 
concerned with cus- 
|} tomers’ feelings than 
with metrics like speed 
and error prevention? 
A: Many Web inter- 
actions are like try- 
ing to find your way 
through a maze. 
You may make it 
through quickly and 


fessor Sriram Dasu. 

Chase spoke with Computer 
Kathleen Melymuka 
about how the design of ser- 


world’s 


vice-oriented IT systems can 


not make errors, but 
the process may not leave you 
feeling that you had a pleasant 


| critical 


focus on, [but they’re] critical 
in designing systems that cus- 
tomers will actually want to 


use. 


Q: Why is the end of a service 
encounter much more important 
than the beginning? 

A: People anchor on the last 
part of a service encounter in 
their recollections. While it is 
to reach a threshold 


| level of good performance at 


| the start, it is even more impor- 


experience. Feelings are some- | 


tant to finish strong. When I 
purchase a book from Amazon, 
fireworks should go off. 


thing that IT managers rarely | Q: In your article, you say that it's 


AND C 


LICKS 


Is CRM a Faint Hope? 


’VE HEARD IT SAID that a man dying of 
thirst in a desert will crawl toward a mirage, 
even if he knows it’s not real, in the faint 
hope of finding water. 
Hey, at least it gives him direction. 
Faint hope seems like a weak motivator, but when 


the economy tanks, you take 
what you can get. 

That’s why supposedly 
revenue-enhancing cus- 
tomer relationship manage- 
ment projects appear to be 
this year’s most popular 
technological boondoggle. 

Depending on whose 
estimates you believe, U.S.- 
based companies will spend 
between $10 billion and $20 
billion on CRM software 
this year. Of those projects, 
Meta Group estimates that 
between 55% and 75% will 
fail to meet their objectives 
— faint hope indeed. 


with faint praise if I ever 
heard it. After spending two 
years and millions of dollars 
on any system, I, for one, 
would expect to be more 
than just mildly satisfied. 

It’s not that CRM can’t 
deliver the goods. The posi- 
tive stories coming out of all 
that research show that, 
done right, CRM can be 
really effective at keeping 
existing customers on board. 
And a survey from eMar- 
keter Inc. estimates that 
reducing customer attrition 


by just 5% can boost a com- 


Cutter Consortium appears | 


more optimistic at first. It 
says 40% of 159 companies 
surveyed said they’re “satis- 
fied” or “extremely satisfied” 
with their CRM systems. 
And another 37% are “mildly 
satisfied.” That’s damning 


| 
| 
| 
| 


pany’s revenue 25%. 

The biggest problem 
seems to be that CRM goals 
are rarely defined precisely 


| enough that the people 


building the system can 
fulfill them, according to 
Evelyn Follit, CIO of Radio- 
Shack Corp. 


Without agreement 
among IT and business 


| groups, even a vigorous, 
| well-funded CRM rollout 


time what you 
| want to accom- 
plish — not 
| grandiose goals, 
| but specific, achievable 
| goals, with a fast, definable 
| payback. 


will fail, because the people 
who are supposed to be 
using it won’t be, says Paul 
Greenberg, author of CRM 
at the Speed of 
Light (Osborne, 
2001). 

With CRM, 
which can have 


| more practical 
| and demonstrable 
| benefits than that 


other boondoggle, 
ERP, the key is to 
decide ahead of 


You can say the same 
thing about every other 
project, too, of course. But 
the beauty of other enter- 
prise applications is that it’s 
incredibly easy to get deep 
into the implementation 


KEvin FocaRTY is Comput- 
erworld’s features editor. 
Contact him at kevin_ 
fogarty©computerworid.com. 


| important to get the bad news out 


| of the way early during a help desk 
| or customer service call. Why? 


in their service en- 
counters. They also 
fear the unknown. 
You are much better 
off telling someone 
“The bad 


news is your mother- 


upfront, 


| board is no longer 


functional; the good 
news is we can get 
you one in 24 hours 


or less.” It’s a lot 


worse to temporize, creating | 


greater ambiguity and stress. 


Q: Many CRM [customer relation- | 


ship management] systems are 


| tree-based, with several steps to 
| the final destination. Why is that 


without really deciding what 
you’re doing with it. 

But if you get to the im- 
plementation without finish- 
ing the upfront work, Follit 
says, you’re finished. Focus 


| on the concrete. Don’t treat 


every customer the same, or 


| you'll be wasting time with 
| your least profitable custo- 


mers and ignoring the cash 
cows, Follit says. Focus on 
the best customers first. 
Don’t focus only on point- 
of-sale support. 
If you don’t keep 
customers happy 
later on, you blow 
away the whole 
retention part of 
the equation, ac- 
cording to Cora 
Carmody, CIO 
of automation 
controls vendor 
Invensys Soft- 
ware Systems. 
With small, 
targeted pilots 
| focused on defined goals, 
you can show your end 
| users that the system is 
credible and that it can do 
what you said it can. Then 
| you can start to expand it. 
That way, even if that 
| glimmer is a mirage, at least 
you'll have a place to start in 
figuring where to go next. D 


CHASE: Feelings 
are critical to CRM. 
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a bad thing, and what is an alter- 
native? 


| A: People remember events as 
| A: People prefer positive trends | 


taking longer if they are seg- 
mented. [And multi- 
ple steps means] mul- 
tiple possibilities for 
screw-ups. An alter- 
native: Have a bot or 
virtual representative 
have a_natural-lan- 
guage discussion with 
about what 
can 


us we 
want. find 
an example of this 
capability in Carnegie 
Mellon’s Informedia Digital 
Library project. 


fou 


Q: You say that a feeling of control is 
even more important to customers 
than the speed of the encounter. 
How can companies and develop- 
ers help foster those feelings? 


| A: Having 24/7 accessibility is 
| only the beginning. Customers 


want to be able to choose to 
use a chat room, have multiple 
ways of getting answers to 


| questions, choose when to re- 


spond and the format they use. 
You could provide access 


via mobile [personal digital 
| assistants], allowing your cus- 
| tomers to control where, as 


well as when, they access your 


| system. 


| Q: Why are rituals important in a 
| service encounter? Can you sug- 


gest some? 


| A: Rituals make us feel com- 


fortable, [but] most Web rit- 
uals are neutral or negative 
— for example, the horrible 
sound I get from my Internet 
dial-up connection. 

IT people need to be think- 
ing about rituals: Is there a 
way to replicate handshakes 
and smiles? [Can] the same 
virtual representative greet 
me with a personalized hello 
when I log on? 


Q: How does an IT manager know 
when he’s got it right? 

A: There are no guarantees, 
but you could survey custo- 
mers, observe prototypical 


| customers, set up virtual focus 


groups to test your design. 
Log yourself into a competi- 
tor’s Web site and see the im- 
pediments in the way of the 
service goal. Then use those 
lessons in your design. D 
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Web Still Faces Some Geographic Challenges 


area network (WAN) adminis- 
trator at Fresh America Corp., 
a $600 million food distributor 
based in Dallas. 


In the virtual world of 


the Internet, the geography of 


BY MARK HALL located. 


To Alan Anderson, it doesn’t 


matter where his managed ser- | computing isn’t important, ac 


vice provider's data center is | cording to Anderson, wide- 


The Internet has made it 
possible for almost any com- 
pany to outsource everything 
from sophisticated managed 
IT services to SAP and more, 
without regard to the physical 


location of a company’s data 


"SS 


Never underestimate the value of the right tool for the job. 


if your current e-commerce solution isn't cutting it, talk to Red Hat". 
We've combined Interchange™, the most widely deployed open source 
e-commerce platform, and Stronghold’, the world's leading secure web 
server. And added expert e-commerce consulting, support, training, and 
managed hosting—all from the world's most trusted name in.open 
source. It's an end-to-end enterprise solution that will enable you to: 


Increase sales through catalog management, merchandising, and 
promotional tools 

Cut costs and improve satisfaction through customer self-service 
Integrate legacy systems 

Simplify site management with browser-based administration 
Build customer confidence with enterprise-class security 


When you use the right tools, the job gets a whole lot easier. 
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center. But when IT tries to roll 
out its own services for global 
use, whether they’re supply 
chain extranets or internal 
Web-based 


phy is a serious issue to con 


software, geogra 
sider from the beginning. Per 
formance, staffing 
and 
geographically dependent and 
k the deploy - 


security, 
anagement issues are 
can make or 
ment of online technology and 
services. 

iderson said Fresh Ameri 
ca hasn’t had any problems 
with lay, IP and 
IPX routing services that Net 
Solve Inc. provides from 
data center in Austin, Texas. 
However, at 


the frame 


times, he has 
needed someone to be at one 
of the 10 nationwide locations 
of Fresh America’s WAN, he 
noted. 

[he primary 
bottleneck in Web-based appli- 
cations is in the “first mile,” be- 
tween the Web host and the In- 
ternet, which requires signifi- 
bandwidth to accommo- 
date centralized requests. In ad- 
dition to first-mile slowdowns, 
if all requests can 
only centrally, HTTP requests 
to a central server must travel 
across various Internet pro- 
vid ackbones. That increas- 


performance 


cant 


be served 


es the potential of packet loss, 
further degrading performance 
because lost packets need to be 
retransmitted. 

Such concerns are why earli- 
er this year, The Motley Fool 
Inc. in Alexandria, V. egan 
subscribing to Akamai Te 
nologies Inc.’s edge servi 
its user base doubled to 2.9 mil- 
lion worldwide. Cambridge, 
Mass.-based Akamai’s servers 
are at more than 650 Internet 
provider locations in 56 coun- 
tries. Akamai will store 
content in all of those servers 


user 


and will serve content locally. 
Simon Angove, senior prod- 
uct manager at Cable & Wire- 
less PLC in London, cited the 
importance of having network 
managers ensure that parts 
and labor will be available the 
same day they’re requested, 
ich requires local coverage. 
“The Web aspires to move 
business to low-touch or no- 
touch, but the reality of the 
arketplace tells us something 
else,” he 
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YEARS ago, many busi 
ness executives were throwing 
money at Internet projects li 
they’d just gotten religion froma 
r'V evangelist. In these leaner, 

more prudent times, however, IT 
managers almost always have to con- 
vince top brass of the need to fund par 
ticular IT projects. 
IT managers’ communication skills 


are truly put to the test when they have 


to verbalize their visions to CEOs, 
board members and other higher- 

ups. “It’s very easy for technologists 
to get enamored with the technology 
itself, to get into the space of ‘Isn't that 
cool?’ ” says Scott Thompson, chief 
technology officer at Foster City, 
Calif.-based Visa U.S.A. Inc. 

But that’s a big mistake, he says. In- 
stead, IT leaders should learn to speak 
the universal language of business. 

“Before we invest in anything of 
significance, we’ve always had to put 
together a very extensive business 
case,” says Thompson. “Not only for 
senior managers, but for board mem- 
bers and all the member banks as well. 
[hat all sounds really simple — that’s 
something we all learn in college and 


business school — but it’s very easy to 





BUSINESS 


take your eye off that mark.” 

Successful communication at the 
board level includes the ability to tell 
story in clear, nontechnical terms. It 
ilso requires a good understanding of 
the business needs of the company or 
organization 

For example, Thompson is in the 
midst of a strategic project called Visa 
Direct Exchange, which is intended to 
move the company’s transaction pro 
cessing activities to the Internet 

“Putting together the business case 
was just as difficult as putting together 
the high-level architecture,” he says. It 
required close cooperation between 
the technical and financial teams, as 
well as hundreds of representatives 
from Visa’s member institutions. In 
this case, project approval required 
buy-in from about 50 executives at 
Visa and at member banks, says 
Thompson. 

Building a business case requires 
more than just whipping up a spread 
sheet, warns Thornton May, corporate 
futurist and chief awareness officer at 
Waltham, Mass.-based security and 
privacy consultancy Guardent Inc. and 
a Computerworld columnist. It also 
means having an ongoing conversation 


h board members and senior execu 
ives about what's important to the 
company, where it’s going and how 
technology can help it get there. 

‘Being part of senior management is 
like being a sought-for guest at a cock- 
tail party,” he says. “You have to be a 
good business conversationalist.” 

Charles Emery, CIO at Newark- 
based Blue Cross/Blue Shield of New 
Jersey, polished his communication 
skills over 30 years of teaching man 
agement and IT classes, most recently 
at Dowling College in Oakdale, N-Y. 
Che most important thing Emery says 
he learned is to know your audience 

“There’s a rude awakening when you 
go from internal people to the board,” 


} 


he says. “Internal people understand 


the terminology. When you get to 
the board — who, in our case, may 
be power company people, bankers, 
investment people — they’re not nec 
essarily into the jargon.” 

His advice is to drop the acronyms 
and to use analogies to frame discus- 
sions in more understandable terms. 

Emery also suggests that upwardly 
mobile IT managers can hone their 
communication skills by joining orga- 
nizations such as Rancho Santa Mar- 


Getting buy-in from the corner office requires 
engaging, not just explaining. By Maria Trombly 


Connecting With The 


TOP 


BRASS 


VISA’S SCOTT TH 


$10ns otf < 
says Jerry Miller, C 
DUCK ind ¢ U). 
“T think \ 


people whol 


nt, 
ll have to have a period of time 


t in a business position 


But what happen 
tiative is sound 
ling need 
isn’t well ex 
sometimes it’s b 
folks to help sella project t 
Rod Massey, CIO for 
Alto, Calif., identified key sta 
whose departments would t 
from an enterprise resource pl 
implementation and brought tl 
in to help him make the case f 
project 


idministrative services dé 


They included the city’s 
the finance division, accot 
the utilities department, he says 

“We had some stakeholders in other 
departments that had a minor role that 
were also involved, such as pt 
ing,” he adds. 

If users and department 1 
don’t understand what the business 
benefits of an IT project are, Massey 
explains, “then they’re probably not in 
a good position to benefit from it.” D 
Trombly is a freelance writer in Belcher- 


town, Mass 


PSON says, “It’s very easy for technologists to get enamored 


with the technology itself.” But he warns that doing.so can be a big mistake. 





BUSINESS 


FINANCIAL 


& BUSINESS CONCEPTS IN BRIEF 


Profit Multip 


BY SHARON McDONNELL 
I MI 
of Wall Street’s 
tried-and-true mea- 
of the 


ROFI LTIPLES, 


one 
sures value 
of a business, were 
tossed by the wayside during 
the craze. At that 
time, market 


dot-com 
many experts 
seemed to feel that any attempt 
mercurial Internet 
like 


a profit was as pre- 


to tie the 


to earthbound concepts 
making 
sumptuous as trying to hold 
back the future. 

“The 
old 


right away. It was irrational ex 


all 


to smithereens 


Internet blew the 


measures 


uberance, not a doubt about it,” 
says Charles Hill, director of 
Call/Thom- 
son Financial, a Boston-based 
firm. “The 


research at First 


financial research 
problem was that many dot- 
coms were selling at 40- to 100 
times revenues, which was un- 
precedented. IBM in the 1960s 
was selling at only six-times 
revenues.” 

The days of valuing compa- 
nies based on potential and 
starry-eyed hope have ended 
with a resounding thud. Profit 
margins and earnings really do 
matter after all, according to 
the new wisdom, and as a re- 
sult, business valuations based 
on those solid fundamentals 
are back in vogue. 

Now that the Nasdaq com- 
posite index has lost more than 
half its value since it topped 
5,000 in March 2000, technolo- 
gy company valuations by ven- 
ture capitalists, public markets 
and companies willing to part- 
ner with or acquire dot-coms 
are either realistic 
obscenely low, depending on 
your point of view. 

“The profit multiples con- 
cept was more or less irrele- 
vant with dot-coms. Since tech 
companies often not 


making profits, they seemed to 


more or 


were 


DEFINITION 


Profit multiples are among the most widely used means 
of valuing businesses. Profit multiples are calculated 
using a firm’s operating profits and a market multipli- 
er, which is an analysis of the sales of comparable 
firms in the same industry. 


be immune from normal pric- 
Jay 
Rand, a partner in the New 
York office of Morrison & Fo- 
erster LLP, a 
based law firm that represents 


ing mechanisms,” says 


San Francisco- 


emerging technology firms 
and the venture capital firms 
that invest in them. 

“But now valuations for tech 
companies are falling closer 
in line with other industries, 
including traditional brick- 
and-mortars,” he explains. 
“Some VCs are pricing compa- 
nies as little as one-times last 
year’s revenues.” 


Back to Earth 


Wall Street analysts and oth- 
ers turned away from using old 
reliables like profit multiples 
and price-to-earnings (P/E) ra- 
tios — the price of a share of a 
company’s public stock divided 
by the company’s earnings per 
share for the past year. Instead, 
during the past few years, dot- 
com firms that went public 
were valued using metrics such 
as revenue multiples, price-to- 
revenue ratios (the share price 
divided by revenue per share), 
revenue growth rates and mar- 
ket share. 

All of these metrics conve- 
niently ignored the huge ex- 
penses that those companies 
were incurring — particularly 
spending on marketing for cus- 
tomer acquisition, since audi- 
ences had to be created from 
scratch — and their actual per- 


formance, even if they had 
in few 
years. These potential-based, 


been business for a 


future-facing metrics helped 
widen the disconnect between 
earnings, which are ultimately 
performance-based, and share 
prices. 

Meanwhile, thanks in large 


The Internet 
blew all the old 
measures to 
smithereens 
right away. It 
was irrational 
exuberance, not 
a doubt about it. 


CHARLES HILL, 
DIRECTOR OF RESEARCH, 
FIRST CALL/THOMSON FINANCIAL 


part to a sped-up business cy- 
cle, many dot-coms and tech- 
nology start-ups went public 
and were rewarded with multi- 
million-dollar valuations in just 
12 to 18 months instead of the 
years of appreciation 
normally required for compa- 
nies to see such a run-up on 


many 


their stock prices. 

“If [the number of] custo- 
mers paying for your service 
doubled, that attractive, 
but it didn’t mean your busi- 
model worked. Market 
share — if a company was stak- 
ing out a preemptive position 


was 


ness 


— was seen as very important,” 
explains Edwin Goodman, a 
partner at Milestone Venture 
New York-based 
venture capital firm specializ- 
ing in early-stage financing for 
emerging technology firms. 

A shining 
highflying dot-coms and those 
who loved them was the cable 


Partners, a 


precedent for 


industry, whose pioneers were 
loss leaders that paved the way 
to great profits. 

“Cable, in the beginning, nev- 
er made money, but the theory 
was — and it proved correct — 
that if it connected to enough 
people, it would prosper,” says 
Goodman. 


Making Comparisons 

Using benchmarks tradition- 
ally applied to mature indus- 
tries like industrial manufac- 
turing and clothing retailing to 
evaluate firms in emerging in- 


| 
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unfair, contends 
Michael Rolnick, a partner at 
Palo Alto, 


Calif.-based venture capital 


dustries is 
ComVentures, a 


firm that invests in emerging 
technology firms. Profit multi 
ples are an “excessively conser- 
vative” 
says, because “presumably, no 
fresh company has profit from 
Day 1; even Microsoft or Intel 


valuation measure, he 


didn’t for two to three years. 
“When you look at the early 
life cycle of a trend or sector — 
for example, the PC or Internet 
— you ask if there is a market. 
People look at revenue multi- 
ples as a testament of how big a 
player in the market you are,” 
explains Rolnick. “After the 
sector and matures, 
then people look at who gets 
the best return on dollars and 
who figures out the best busi- 


grows 


ness model to seize this mar- 
ket. If a company has a 30% 
profit margin compared to a 
company with a 90% margin, 
the latter obviously has a bet- 
ter business model.” 

Before the New Economy 
changed direction, 
“the general rule of thumb was 
that your profit multiple should 
equal your average percentage 
of growth,” Rand says. “But 
with growth slowing, investors 
are much more concerned 
with the P/E ratio. A major 
challenge now for firms seek- 
ing venture financing is getting 
their management teams to un- 
derstand they are simply not 
going to get the valuations they 
would have gotten one year 
ago.” D 


compass 


McDonnell is a freelance writer 
in Brooklyn, N.Y. Contact her at 
sharonfmc@compuserve.com 


MOREONLINE For a complete list 


of Business and Technology QuickStudies 
go to www.computerworld.com/cwi/ 
quickstudy. 


@ Are there business terms you would like to learn about in QuickStudy? Please send your ideas to quickstudy@computerworld.com 
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‘Two ‘Truths Behind 
Securing Better Deals 


VER THE COURSE OF 37 YEARS in the business of technology 
deal-making, I’ve learned a lot about the people and 10 truths that 
play a part in every negotiation. Two truths, which I detail here, 
are useful anytime but critical in an economy that’s undergoing a 
“correction.” Now more than ever, with pressures from the CEO’s office to 
be very careful about — or even cut — IT spending, we need to focus on do- 
ing better deals and managing deals better. 


One truth is that you have to 
hear some “no’s.” In other 
words, you must have some 
deadlocks and impasses in 
your contract negotiations. 
This should be no surprise, 
given the contrasting goals of 
a vendor, who wants to maxi- 
mize revenue, and you, the 
customer, who is dedicated to 
minimizing costs, especially in 
a down economy. 

Here’s an interesting sce- 
nario: A vendor makes you an 
offer, “$1 million.” You re- 
spond, “Not a dime more than 
$900,000.” The vendor says, 
“Done deal.” How good is the 
deal you got? With a response 
as quick as that, you obviously 
left some substantial bottom- 


Study: Few Users Take 
Advantage of WAP 


A study released late last month by 
Stamford, Conn.-based Meta Group 
Inc. indicates that 80% to 90% of 
corporate users who bought cell 
phones that support the Wireless 
Application Protocol (WAP) use 
them only for voice calls, not data. 
Most users said value-added ser- 
vices such as access to financial 
transactions and travel services 
were too slow and too difficult to 
use. The survey results also showed 
that 65% to 75% of corporate 
users in Europe - long considered a 
stronghold of data-enabled phone 


line dollars on the table. 
Based on the conflicting 
financial objectives between 
client and vendor, you must be 
assertive enough on these is- 
sues to hear some “no’s” — 
and not just one. That means 
you have to go beyond “ven- 
dor acceptability” several 
times to find where it really is. 
You have to ask for what you 
want — assertively. That’s not 
easy, because almost no one 


| likes conflict; we'd all rather 


just do the deal. That may be 
fine for some deals, but not for 
better ones. To get better 
deals, understand that you 
don’t get what you don’t ask 
for. So, be convincing when 


| you say, “Excuse me. Unless 


use - were also using the phones 


| only for voice, according to Meta 


Group. 


Children's Hospital 


Outsources IT to CSC 


Childrens Hospital Los Angeles 
(CHLA) announced that it has 


| signed a seven-year, $100 million IT 


| 
| 
| 
| 
| 
| 
| 


contract with Computer Sciences 
Corp. (CSC) in El Segundo, Calif. 

The agreement calls for CSC to 
manage CHLA’s business and clini- 
cal information systems, including 
mainframe and midrange comput- 
ers, 1,800 desktop computers, help 
desk operations and application 
development. 

Eight IT workers at CHLA will 
transfer to CSC. 


we have this and this and this, 
we can’t do business.” 

Another truth is one that 
seems to be frequently over- 
looked or, at best, given mini- 
mal attention. That is: Con- 
tract remedies are essential. If 
the vendor doesn’t face any 
consequences if it doesn’t pro- 
duce specified results, the 
contract probably isn’t worth 
the paper it’s written on. 
Sometimes the vendor will 
live up to its responsibilities, 
even without stringent reme- 
dies in place. But in most cas- 
es, remedies are the catalyst to 
a good deal. 

There are different theories 
on remedies, two of which I 
disagree with. Some people 


Seattle Bank 
Names New ClO 


Seattle-based Washington Mutual 
Inc. announced that it has named 
Jeremy V. Gross as its new CIO in 
charge of directing corporate tech- 
nology strategy. Gross previously 
worked at Sydney, Australia-based 
Westpac Banking Corp., where he 
was group executive of technology, 
operations and e-commerce. 


Online Advertising 
' Predicted to Grow 


New York-based online traffic ana- 


| lyst company eMarketer Inc. has re- 


leased a report predicting that on- 


believe remedies should exist 
to punish the nonperformer. 
And, some believe remedies 
should exist to compensate 
the side that has suffered the 
loss of performance. 

Both theories are wrong 
Remedies — which vendors 
don’t like — should motivate 
them to perform, not punish 
them. I’m not talking about 
cases where you 
pay extra for 
something the 
vendor should 
have done. Reme- 
dies should be de- 
signed to spur the 
vendor in case it 
doesn’t live up to 
the terms of the 
contract. 


three tiers. The bottom tier 
should be problem-solving 
remedies. This level would in- 
clude things like having to add 
more people, bringing in dif- 
ferent equipment or bringing 
the two companies’ CIOs to- 
gether. The next level, atten- 
tion-getting remedies, might in- 
volve the customer receiving 
liquidated damages (money) 
based on a prede- 
termined perfor- 
mance guarantee. 
The third level is 
what we call global 
thermonuclear war 
remedies. This is 
where you talk 
about getting out 
of the deal and 
getting your mon- 


My favorite 
question to a ven- 


dor when negotiat- 


ing remedies is: 
“How much confi- 
dence do you have 
in your ability to 
perform?” Most 
vendors answer, 
“100%!” My re- 


JOE AUER is president of 


International Computer 
Negotiations Inc 
(www.dobetterdeals. 
com), a Winter Park, Fla 
consultancy that edu- 
cates users on high-tech 
procurement. ICN spon- 
sors CAUCUS: The Asso- 
ciation of High-Tech Ac- 
quisition Professionals 
Contact him at 
joea@dobetterdeals.com 


ey back. 

If you don’t 
have remedies in a 
contract and you 
suffer as the result 
of a vendor’s lack 
of performance, 
what are your al 
ternatives? You 


can go to court, or 


sponse: “Good. 
Then you'll have no problem 
with these remedies. If you 
were worried about the reme- 
dies, I'd be concerned that you 
can’t do the job.” Remedies are 
evidence of the vendor’s con- 
fidence in its ability to per- 
form. 

Remedies also should have 


line advertising will grow to $7.6 
billion by the end of this year, up 
7% from last year. According to the 
study, online ads account for 10% 
of consumers’ daily media exposure 
but only 2.9% of media dollars. 
EMarketer also reported that 90% 
of online ads are direct-response- 
oriented but that only .03% of ban- 
ner ads get clicked. 


Survey: U.K. Users 


Want Online Banking 


According to a survey conducted by 
San Mateo, Calif.-based AvantGo 
Inc., of more than 5,000 mobile In- 
ternet users in the U.K., about two- 
thirds want mobile access to their 


| online bank accounts. Nearly half of 
| that group also asked for wireless 


you can begin ar- 
bitration or mediation. None 
are good. They're costly and 
time-consuming — and there’s 
no guarantee that you'll win 

If you focus on these two 
truths 
I'll discuss in future columns 
— you'll do better deals than 
98% of all companies. DB 


- and the other eight 


access to corporate information, in- 
cluding internal directories, cus- 
tomer details and information held 
on their employers’ networks. 


Verizon Extends 
Southern Reach 


Verizon Wireless has signed an 
agreement for wireless spectrum to 
serve 3.4 million people in South 
Carolina. Bedminster, N.J.-based 
Verizon acquired 10MHz personal 
communications services licenses 


| from Carolina PCSI LP, a subsidiary 


of BellSouth Corp. Verizon is the 
largest wireless provider in the U.S., 
serving 27 million subscribers and 
claiming that it covers 90% of the 


| U.S. population. Terms of the deal 


weren't disclosed. 











hp super-scalable servers 


What they do: They give you virtually unlimited 
server capacity by combining instant capacity on 
demand, mc/serviceguard and virtual partitions. 


| How it helps: Now you can have instant access 
' to as much server capacity as you need, when- 


ever you need it. 


How you’d describe it to a car 


salesman: It’s like a compact car 
that seats a soccer team, turns 
into a top-fuel dragster when 
you’re in a hurry and never runs 
out of gas. 


hp infrastructure solutions for an always-on business: www.hp.com/go/scalableservers-us 





More hospitals around the world are running 
their “life-or-death” applications on Caché 
than on any other database system. 

With proven reliability like this, you should 
consider Cache for your critical applications. 


With its lightning speed and massive scalability, 
the performance of Caché makes it a perfect 
match for any enterprise, in any industry, with a 
requirement for fast transaction-processing 
applications capable of scaling to tens of 
thousands of users. 


Caché uniquely combines robust object and 
relational technologies, coupled to a multi- 
dimensional data engine. Plus, it includes a rapid 
Web application development environment. 


Caché is backed by 24x7 support from 
InterSystems — a leader in high performance 
databases for 23 years, with 4,000,000 users* 
worldwide in healthcare, financial services and 
other industries. 


InterSystems » 


Ee. CACHE 


Make Applications Faster 


Download Caché for free or request it on CD at www.Iinte 
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REUSABLE PARTS 


A growing number of 
firms, such as CitiMort- 
gage and CSE Insurance, 
are embracing a devel- 
opment method called 
Web services that allows 
applications to swap 
functionality over the 
Web. » 60 


SECURITY 
JOURNAL 


When a federal agent 
arrives with a subpoena 
that implicates an em- 
ployee at security man- 
ager Mathias Thurman’s 
company in a hacker at- 
tack, Mathias puts on his 
detective hat to identify 
the suspect. But is he a 
hacker or a dupe? » 62 


FUTURE WATCH 


Finding patterns in the 
death of cells, stock per- 
formance and any other 
time-series data has 
been difficult using con- 
ventional data mining 
tools. But software now 
in development called 
TimeFinder has a visual 
interface that will let 
users manipulate simple 
graphical tools to query 
huge databases. » 64 


MANAGING 


WEB GROWTH 


Online auctioneer eBay 
has lessons to share 
about designing a Web 
site that must accommo- 
date tremendous growth 
in a short amount of 
time. EBay’s advice: Plan 
ahead, manage user ex- 
pectations and keep the 
design simple. » 68 


TECHNOLOGY 


- 


| : 
iN eZ 
“IT’S CHEAPER to have one big machine than me ECU Me UU Raga Cu ere ia Leese 
The bank is in the process of consolidating 5,000 servers in its branches throughout Europe. 


FEWER SERVERS, 
BETTER SERVICE 


DURING THE PAST DECADE, IT largely migrated to client/server computing, 
putting many small servers at distributed sites. Now the trend is toward 
consolidation, with hundreds or thousands of distributed servers being 
replaced by fewer but more powerful multiprocessor servers at centralized 


locations. The payoff in overall efficiency can be big when 
server consolidation projects are well executed. But the 
downside is that there’s almost no room for error in critical 


areas such as network scalability, security and availability. 





HP, lona Servers Tie 
In Sonic Middleware 


Sonic Software Corp. in Bedford, 
Mass., last week announced that 
Version 3.5 of its message-queuing 
middleware will be integrated into 
application servers built by Hewlett- 
Packard Co. and Dublin-based lona 
Technologies PLC. Based on Java 
Messaging Service standards, Sonic 
MQ 3.5 also includes an application 
programming interface that ensures 
that any two dependent transac- 
tions are autonomous, consistent, 
isolated and durable through com- 
pletion. Version 3.5 will be available 
immediately either as a separate 
entity or as part of HP’s Bluestone 
Total-e-Server and lona’s iPortal 
Application Server. 


IBM Offers Access to 


Virtual Linux Servers 


IBM has launched a program called 
the Linux Community Development 
System, under which IBM custo- 
mers, business partners, indepen- 
dent software vendors, consultants 
and academics have free access to 
virtual Linux servers hosted on an 
IBM eServer zSeries mainframe. 
Users who sign up for the program 
are assigned their own individual 
server to develop, test or port appli- 
cations to with complete autonomy. 
The program is aimed at helping 
Linux developers build new enter- 
prise applications, according to 
IBM. Users will be able to choose 
between a SuSE Inc. or Turbolinux 
Inc. zSeries distribution of Linux, 
and users will be offered access for 
30, 60 or 90 days. 


Relativity Releases 
CASE Converter 


Relativity Technologies Inc. in 
Research Triangle Park, N.C., has 
released RescueWare for ADW, a 
legacy computer-aided software 
engineering (CASE) language. 
RescueWare converts the CASE 
code into modern languages such 
as Java, C++ and Visual Basic. 
Pricing starts at $25,000 per user. 


TECHNOLOGY 


Web Services Offer 
Flexibility, Savings 


But architectural hurdles lead to slow 
adoption of development method 


BY LEE COPELAND GLADWIN 
GROWING number 
of firms, 
CitiMortgage Inc. 
and CSE 

Group, are 


such as 


Insur- 
ance 

embracing a development 
called Web 
that allows applications to swap 
functionality over the Web. It’s 
a way to use the functional bits 
that 
efficiently, but many users say 
they have just begun the tough 
architectural that Web 
services require. 
Building Web 
trend which has gotten a boost 
Microsoft 


method services 


power applications more 


work 
services, a 


from proponents 
Corp. and Sun 
Inc., allows the components of 
one application to be used by 
other applications in different 
locations via the Web and a set 


Microsystems 


of underlying protocols, such 
as Simple Object Access Proto- 


col (SOAP) and XML. W 
vices can reduce the 
building new applications and 
shorten the time it takes to get 
them in production 

“Right now, it’s like having a 
different 
nail,” 


senior 


eb sel 


cost of 


hammer for 
Andy Zimmerman, 
systems architect at 
CitiMortgage, a 
$112 billion financial services 
company CitiGroup Inc. in 
New York. Some 
could possibly use the same 
but the 
architecture of 


every 
said 


applications 
components, under- 
lying most 
aren't set up to share that type 
of functionality, he Citi- 
Mortgage is developing Java- 


said. 


based Web services to reuse 
its components, 
rebuilding the component for 
each that 
requires that functionality. 
“If we've 
based application, and market 


new application 


got a component- 


Berkeley Developing 
Worldwide Storage System 


BY LUCAS MEARIAN 

The University of California at 
Berkeley is looking to create a 
data network that 
encompasses the planet. 


storage 


research 
university that 
would use to break 
data into many tiny, encrypted 
parts and store them across a 
array of Web 
owned by Internet 
providers around the world. 

A vast redundant 
network such 
would afford access to 
data from and un- 
precedented levels of disaster 


OceanStore is a 
project at the 


software 


vast servers 


service 


storage 
as OceanStore 
easy 
anywhere 


recovery, according to its in- 


ventor, John 


more than one computer or 


server to crash, Ocean- 
Store would be able to rebuild 
the information 


were 
using pieces 
stored in multiple clusters on 
other servers. 

OceanStore 
documents by 
one a globally unique identifi- 
cation (GUID) tag before it’s 


track 


assigning each 


would 


split into fragments and sent 
over the Internet to be stored 
randomly throughout the net- 
work. 

“You would maybe spread 
64 fragments of a document 
around, and maybe 16 of those 
can be used to reconstruct [the 


division of 


instead of 


Kubiatowicz. If 


demand that we 
change it, it’s easier to change a 
component than the whole 
thing,” Zimmerman said. 

For example, 
building a credit card autho- 
rization utility for each appli- 


conditions 


cation that requires one, Citi- 
place that 
component on an application 
enabling different ap- 


Mortgage would 
server, 
plications to access it as a Web 
service. 

To put that Web 
plan in place, CitiMortgage is 
piloting 
ment 


Building Blocks 


services 


component 
from 


manage- 


software Cleve- 


instead of 
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land-based Flashline.com Inc. 
“The bank’s components are 
expected to quadruple by 
year’s end, so tracking them is 
important,” Zimmerman said. 
San Francisco-based CSE 
Insurance recently built a Web 
service in the form of an insur 
The 
component sits on a Web serv- 
er and is available to a number 
of internal applications, said 
David Brinker, CIO of CSE 
Insurance. The application 
was built in Visual Basic, 
San 
based Avinon Inc. 


ance policy quote engine. 


using 
tools from Francisco- 

The quote engine provides 
real-time rate information to 
CSE 
put to use in 


field agents and could be 
other external 
applications. “Because we've 
already built it, we can readily 
attach other Web 


Brinker added. D 


services,” 


Protocols such as SOAP and XML are key parts of the Web 


services architecture. 


Allows the remote procedure 
calls of Web service to ferry 
past firewalls by using HTTP as 
its transport mechanism. 


Kubia- 
“We’re assuming a 


original document],” 
towicz said. 
system the scale of OceanStore 
will have pieces of it broken 
all the time.” 

For example, to 
chopped-up 1989 tax return, 
OceanStore would send intelli- 
gent agents onto the Internet 
looking GUID tag, he 
said. As the messenger 
they 


retrieve a 


for a 
agents 
leave be- 


bread 


would 
digital 


search, 
hind 
crumbs so that the next time, 
the agents could find the data 
more quickly. 

More frequently used data 
would be stored on nearby 


trails of 


servers to cut down on latency. 

Consumers want to 
save their documents on Ocean- 
Store would pay a monthly fee 
to an Internet service provi- 
der, which would then arrange 
to redundantly store the data 
on another Internet provider's 


who 


Describes the data that 
gets transmitted in the Web 
services to applications 
on the receiving end. 


server for a small fee. 

Neal Goldman, a research 
analyst at The Yankee Group in 
Boston, said there are inherent 
associated with 
For example, en- 
probably wouldn't 
store mission-critical data on a 
Web-based system. 

“You don’t know what the 
bandwidth is between you and 


problems 
OceanStore. 
terprises 


the piece of data you want, so 
some real issues as far 
as performance,” Goldman said. 

The project has 
about $500,000 in seed funding 
from vendors including IBM, 
Nortel Networks Corp. in 
Brampton, Ontario, EMC 
Corp. in Hopkinton, Mass., 
and federal agencies such as 
the National Science Founda- 
tion and the Defense Advanced 
Research Projects Agency, 
both in Arlington, Va., Kubia- 
towicz said. D 


there are 


received 








Introducing Active Archive Solutions: The intelligent way to optimize database performance. 

Over the next decade, mission-critical databases are expected to grow by more than 40% every year. How will you keep 
applications running at peak performance without endless hardware upgrades? Active Archive Solutions dramatically redt 
the size of your database by setting aside infrequently used data. However, the data is always kept “active” for easy < 
You improve performance and availability without having to squeeze your database or your budget. Learn more 


Call 800.457.7060 or visit www.storesmarter.com. 
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TECHNOLOGY 


What to Do When the 
Feds Come Knocking 


A federal agent tracks a hacking attack back to 
Mathias’ firm. Could an employee be the perpetrator? 


BY MATHIAS THURMAN 


NTERRUPT MODE: You've 


gotta 


love it. 


My day was going just 
fine, and I was even thinking of 
leaving early and driving down to 
the for the 


when I got this call from the recep- 


beach afternoon 
tionist that a man from a 

law enforcement 
wished to see me 


agency 


I made my way to the 
front desk, man 
dressed in a dark-gray suit 
and red power tie stood to 


where a 


greet me. He said that he 
the 
high-tech squad and that 
he was investigating an 


was an agent from 


incident involving unau- —_ 
thorized access to a finan- 
cial institution. 

The agent flashed his 
badge and credentials. 
Sure enough, he was from 
three-letter 


government agencies. I es- 


one of those 
corted him to a small con- 
ference room, where he showed me a 
subpoena and a search warrant for infor- 
mation regarding the security incident 

He seemed to trust me and was prob- 
ably even taking a chance that I wasn’t 
the bad guy or in cahoots with some- 
one. If you can’t trust the corporate | 
security manager, who can you trust? 
Before proceeding, however, I made a 
call to my company’s general counsel, | 
with whom I have a pretty good rela- 
tionship. I explained the situation to 
him, and he asked if I thought I could 
handle the situation. I said yes, and the 
counsel told me to go ahead and let him 
know if he needed to be involved. 


The Allegation 


The agent went on to briefly explain 
that on April 4, a computer with a cer- 
tain IP address that was traced back to 
a computer at my company was used 


@ This week's journal is written by a real security manager, “ 


SECURITY 
MANAGER'S 
JOURNAL 


to hack into a Domain Name System 
(DNS) server within a small financial 
institution in the Southeast. 

The perpetrator broke into the DNS 
server and gained access to an Oracle 
database that housed credit cards. I 
financial institution didn’t 
set up the server trust rela- 
tionships very well. Most 
administrators know that 
DNS servers should never 
the network 
or have a trust relationship 


guess the 


be on same 
with critical infrastructure. 

At about 10 p.m., some- 
one had gained root-level 
access to the institution’s 
DNS server and from there 
logged in to the Oracle 


database, where he created 


credit cards and transferred 
them to another server us- 
ing file transfer protocol. 
The agent wouldn’t give me 
any details regarding the 
hacked system; that investi- 
gation was being handled by a field 
office in the Southeast. But I found out 
later that the server the hacker used to 
transfer the file was a hacked university 
system in the Midwest. 

The agent needed to get information 
on the computer at my company that 
the hacker had used. From what I 
understand, the subpoena is used for 
“subscriber,” or employee, information, 
and the warrant is for the actual system 
or any logs related to the incident, 
which the agent could confiscate if nec- 
essary. Dealing with these legal docu- 
ments isn’t new to me. In a previous 
job, I serviced many law enforcement 
requests. 

Anyway, I recognized the IP address 
as one of 28 that we use to allow 
dial-up Internet access to our network 
for salespeople, consultants and other 
employees on the road. We don’t do any 


an archive of thousands of 


address translation, and we just assign 
a small number of publicly accessible 
addresses for this function. 

I explained our dial-up access situa- 
tion to the agent. I would have to query 
our RADIUS server to determine who 
was assigned the suspected IP address 
on the date in question. We went to the 
server room, where I logged in to the 
RADIUS server and made a query for 
all connections between 9 and Il a.m. 
on April 4. Only one user name came 
up: jharris. 


The Suspect 

James Harris (not his real name) is 
on the inside sales team at my company. 
I know this guy, and I know that there’s 
no way he could have possibly hacked 
into anything. James is a competent 
salesman, but his technical knowledge 
doesn’t extend beyond e-mail, Web 
browsing and AOL Instant Messenger. I 
explained all of this to the agent, but he 
didn’t seem to care. 

After some discussion, I made a copy 
of the RADIUS logs and disabled the 
jharris account on the RADIUS server 
until the issue. I 
would have liked to leave the account 
active in order to catch the perpetrator, 
but company policy dictates otherwise. 

I then called our general counsel and 
briefed him on the aspects of this inci- 
dent. He suggested that we contact 
James’ supervisor first. I scheduled a 
meeting with him at 2 p.m. and went to 
lunch with the fed. 

When we spoke with James’ supervi- 
sor, Greg, things begarf to make sense. 


we could resolve 


James’ laptop was stolen from his car | 


two weeks ago. A police report had 
been filed, but the laptop was never re- 
covered and the replacement laptop 
wasn’t in yet. 

James’ only access to the Internet is 
from his desktop computer, which has a 


direct Internet connection but no dial- 


up access. Still, the agent wanted to talk 
to James. It was possible, he said, that 


James might be accessing the dial-up 


account from his home PC. 


At 3 p.m., James, Greg, the agent and I | 
gathered in the conference room. The | 


manager better solve security problems. Contact him at mthurman@hushmail.com or head to the Security Manager's Journal interactive forum 
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THISWEEK SGLOSSARY 


RADIUS: The Remote Authentication 
Dial-In User Service, created by Murray 
Hill, N.J.-based Lucent Technologies 
Inc., is considered by many to be the 
de facto standard for dial-up authenti- 
cation, authorization and accounting 
We use a RADIUS server to authenti- 
cate and log dial-up access to our 
infrastructure 


LINKS: 


www.livingston.com:80/marketing/ 
products/radius.htmi: Everything 

you ever wanted to know about 
RADIUS servers can be gleaned 

from this Web site. 


http://floridalawfirm.com/privacy. 
html: Visit this Web site for details of 
the Electronic Communications Privacy 
Act. In order for a federal law enforce- 
ment agency to monitor private commu- 
nications, it normally must complete 
certain requirements in what's com- 
monly referred to as a Title 3 wiretap 
order. This act gives the agency the 
legal authority to tap telephone lines 
and Internet connections to search for 
information pertinent to a crime. 


agent introduced himself, pulled out his 
badge and then asked Greg and me to 
leave the room. James was in there for 
at least an hour and a half, after which 
the agent was only somewhat con- 
vinced that someone was using James’ 
stolen laptop to access the Internet. 

Apparently, James configured his 
laptop to remember his password (a 
wonderful Windows feature), so the 
thief could dial in to our network with- 
out knowing the log-in and password. 
The agent then pulled me aside and dis- 
cussed the option of installing a wire- 
tap to trace back the phone connection 
if the perpetrator tried using the stolen 
account to gain access. I told him that I 
would need to discuss the matter with 
my general counsel. 

So, now I’ve got a bunch of work to 
do and decisions to make. I'll keep you 
updated as this thing shakes out. D 


MOREONLINE For more on the Security 


Manager's Journal, including past journals, visit 
www.computerworld.com/securitymanager. 
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Mathias Thurman,” whose name and employer have been disguised for obvious reasons. It's posted weekly at www.computerworld.com to help you and our security 





Enterprise Security by Symantec. 
Networks protected. Threats neutralized. Peace of mind restored. 


Every day, more of your company relies on technology to store critical assets. And every day, those assets need m 
protection. Symantec” Enterprise Security provides it. Integrating proven technology, comprehensive service and a 


esponse network, Symantec Enterprise Security keeps your company’s most valual 


Our best-of-breed technology protects gateways, servers and clients, delivering maximum security with minima 
performance. We also offer a full range of services to assess your situation, design a plan, and implement a solt 
can always rely on our global network to create fixes to the t dangers 
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Software 
For the 4th 


Dimension 


Visual interface lets users easily query 
time-ordered data. By Sami Lais 


HAT DO THI 
death of a 
fruit fly cell 
and the rise 
and fall ofa 
stock’s price have in common? 

Both things happen incre 
mentally over time, says Harry 
Hochheiser, a computer sci- 
ence graduate research assis 
tant at the University of Mary 
land in College Park. 

Using conventional data 
mining tools, 
finding patterns 
of cell death and 
stock perfor 
mance or any 
other time-series 
data has been 
difficult. 

Hochheiser’s 
limeFinder soft- 
ware has a visual 
interface that lets 


users manipulate 


tools to query 

huge databases and then lets 
them see the results repre- 
sented on a graph. 


One mouse click replaces 


the typing of multiple parame- 


ters, reducing procedure time 
and the chance of introducing 


A user clicks the mouse to 
draw a box on an empty graph 
with defined axes, say, with 
time on the X axis and stock 
price on the Y. Thus, the user 


HOCHHEISER: Presenta- 
tion of time-series data 
simple graphical allows for “serendipity.” 


poses a query, such as, “Show 
me all stocks with prices be- 
tween $50 and $75 at the end of 
last September.” A second win 
dow then shows a list of each 
stock that meets that criterion. 
By drawing more boxes, 
a user can refine his query to 
get only stocks whose prices 
then rose 50% by January and 
75% by March. 
Andrew Woelflein, a Lon- 


fell by 


don-based financial analyst, 
recently saw the 
software demon- 
strated. “This is 
great,” he says. 
“With this, I 
could query the 
data directly 
Right now, this 
is the kind of 
query you sub 
mit to the ana- 
lysts, and they 
get back to you 
in maybe a day. 
You change the 
parameters, then it’s another 
day. With this, I could get the 
answer immediately.” 


To build TimeFinder, Hoch- 


heiser used Jazz, an open- 
source software development 
kit that was built on the Java- 
2D application programming 
interface and created at the 
university’s Human-Com- 
puter Interaction Lab. 
“Harry’s work is a great ex- 
ample of the improved visual 


interface that lets a novice per- 
form at the level of an expert,” 
says Hochheiser’s adviser, Ben 
Shneiderman, the laboratory’s 
founding director and a leader 
in visual interface design 
Working with Shneider 
man, Hochheiser is still de- 
veloping TimeFinder. He 
demonstrates a feature he’s 
recently added to the soft 
ware that lets users superim 
pose results for comparison 
rhe lines representing per- 
formance of most of the 
stocks follow a similar path. 
One peak stands out much 
higher than the others. 


“Presenting the information 


visually allows for serendip 
ity,” Hochheiser says. He 
points out the spike 
conventional data mining 
tools, there would be no 
way you’d know about this 


- with 


stock. But now that you know 
about it, he says, you can ask, 
“What's different about this 
one that caused this perfor- 
mance anomaly?” 


At SmartMoney.com in New 


York, Martin Wattenberg, di- 
rector of research and devel- 
opment, is developing similar 
software for use on the com- 
pany’s Web site. 

Wattenberg says he first 
watched “how people use the 
existing query tools. They'd 
type in the criteria, generate 
the price graph and immedi- 


ately look at the price graph.” 

“I thought, if the graph is 
what they’re interested in, 
then this works backwards,” 
he says. “So I looked to see 
how I could eliminate the 
drudge work of entering the 
criteria and let people go 
directly to the graph.” 

On a blank graph, users of 
Wattenberg’s software do a 
freehand sketch of a perfor- 
mance curve they seek. The 
drawing represents a query, 
which returns stocks whose 
performance curve matches 
the sketch. 

“Harry’s software is a much 
more sophisticated tool for 
searching in a more complex 
way,” Wattenberg says. “Ours 
is aimed at the novice user, 
letting them quickly find 
stocks that match a target 
graph.” 

Although Hochheiser uses 
stock prices to demonstrate 
limeFinder, the software 
began with a search by Eric 
Baehrecke, an assistant profes- 
sor at the University of Mary- 
land’s Center for Agricultural 
Biotechnology, for a way to 
interpret data on cell death. 

“The type of data we collect 
is not very different from tem- 
poral stock data,” Baehrecke 
says. “Only for us, it’s how 
genes get turned on and off 
over time: gene expression.” 

Baehrecke conducts DNA 
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microarray experiments using 
fruit flies, which have approxi- 
mately 14,000 genes. The 
amount of data recorded from 
the experiments is vast. 

“Our brains are not capable 
of looking at it and making 
sense of it. We need tools like 
Harry’s software,” Baehrecke 
says. “Other people have de- 
velopment tools to look at 
this, but they’re not as good 
as they should be.” 

First, Baehrecke identifies 
patterns of gene expression in 
normal cells, then in mutant 
cells. “Then we overlay the 
data and compare the two,” he 
explains. 

“That’s the beauty of data 
visualization,” Wattenberg 
says. “You nail your method in 
one discipline, but you imme- 
diately have something that 
will work in another.” 

Hochheiser’s work has been 
partly funded by a grant from 
America Online Inc. “But we 
are actively seeking partners 
for further development,” 
Shneiderman says. 

“I mean, we’ve talked about 
biological research and stocks, 
but the generalization doesn’t 
have to be time-related data. 
It can be any linear-ordered 
data. It’s equally applicable to 
something like oil-well log 
analysis,” Shneiderman says. 
“We're pretty excited about 
Harry’s work.” D 
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3 Year, Next Business Day, 
Onsite Warranty 


$1,799 
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HINK BIG. That may be the 
image ingrained in our imag- 
inations, but it’s not always 
accurate when it comes to 
managing IT resources 
One big idea currently percolating at 
Dresdner Bank AG focuses on thinking 
small. The Frankfurt-based bank is in 
the process of paring down the approx- 
imately 5,000 servers it maintains 
throughout Europe 
Depending on what’s running at an 
individual branch, network adminis- 
trators must manage a wide variety 
of server platforms, including IBM, 
Hewlett-Packard Co. and Sun Micro- 
systems Inc. hardware running each 
vendor’s flavor of Unix or Windows 
2000. This IT potpourri evolved as the 


headquarters and branches added bits 


and pieces during the past decade, ac- 

cording to Anthony Wilbert, systems 

manager at Dresdner’s IT ser 

arm. “It’s cheaper to have one | 

machine than hundreds of small ma- 
nes,” he says. 

The bank’s consolidation project 
began a year ago and will continue 
indefinitely. So far, the main result has 
been the installation of a Sun Enter- 
prise 10000 server at headquarters 
The bank’s goal is to reduce its total 
number of servers, but Wilbert ac- 
knowledges that some branches will 
continue to run local applications on 


local servers. 


Better IT. . . With Reservations 


Another “think small” advocate is 
Wyndham International Inc. in Dallas 
The global hotel chain is putting the : , 
application that controls guest arrivals, A BIG ISSUE is being able to see the impact a resource crash has on the business and 
departures and billing onto two IBM other resources, says Anthony Wilbert, systems manager at Dresdner Bank AG. 


FEWER SERVERS 


BETTER 
SERVICE 








COMPUTERWORLD June 4, 2001 


TECHNOLOGY 


As IT shops replace many small servers with fewer bigger ones, 
lessons emerge for those who believe less is more. By Alan Joch 


eServer p680 computers running Unix. 
The same guest-management tasks 
used to require 165 servers scattered 
across 100 locations. 

rhe Web helped push Wyndham to 
re-evaluate the role that today’s mega- 
boxes play in a wide-ranging enterprise. 
A few years ago, the hotel chain picked 
Opera, a thin-client application from 
Columbia, Md.-based Micros Systems 
Inc., as its guest-management system 
because the program allowed IT man- 
agers to upgrade and tune the program 
at all of its front desks from a central 
administrative center in Dallas. “We 
then wondered, ‘If that’s good at the 
workstation level, wouldn’t it be good 
at the server level, too,” recalls Gary 
Owen, vice president of IT operations. 

Although companies expect to save 
costs through server consolidation — 
Wyndham estimates it will lower its 
hardware bills by as much as 40% in 
the coming year — learning to live 
with less comes with stumbling blocks. 
Managing fewer servers may be easier, 
but when things go wrong, eve 
suffers, not just the workers at a single 
Likewise, network scal- 


ryone 


network node. 
ability, security and availability be- 
come so critical to a firm’s health that 
there’s almost no room for error. 
Wyndham and Dresdner Bank aren't 
the only large companies pruning the 
tentacles of their client/server net- 
works. Ten years ago, the placement 
of servers everywhere and anywhere 


was considered the best way to achieve 


It's cheaper 

to have one 
big machine 
than hundreds 
of small 
machines. 


ANTHONY WILBERT, 
SYSTEMS MANAGER, 
DRESDNER BANK'S IT SERVICES ARM 


high performance and computing 
availability. Nowadays, corporations 
are taking advantage of better net- 
working gear, lower costs for high-end 
components like switches and admin- 
istrative tools that manage a small 
number of servers in central locations. 

Server consolidation doesn’t neces- 
sarily mean that large enterprises are 
less hungry for hardware, only that 
their tastes are changing. The world- 
wide server market continues to grow, 
even as other high-tech sectors have 
been bottoming out. Sales last year 
ended on a 14% upswing in the fourth 
quarter, with more than $16 billion for 
the period, according to Framingham, 
Mass.-based market research firm IDC. 
The biggest growth was in consolida- 
tion-friendly, rack-mounted servers, 
whose sales rose 257% last year. 

Companies start down the consoli- 
dation trail to reduce costs. Besides 
lower hardware costs, Wyndham ex- 
pects to save “several hundred percent” 
over five years in reduced travel and 
training costs, according to a Wynd- 
ham spokesman. 

Consolidation can also make net- 
works more manageable. Programs 
like HP’s venerable OpenView, Com- 
puter Associates International Inc.'s 
Unicenter TNG or Tivoli Systems 
I'M give administrators central- 
ized control panels to keep servers and 
networks running at optimal speeds by 
monitoring performance and, in some 
cases, reallocating resources to break 
through bottlenecks. 

Reducing the number of servers that 
a company runs also helps minimize 
the demand for scarce IT expertise 
Instead of needing multiple systems 
managers, companies can operate with 
a handful of administrators at IT head- 
quarters. New generations of network- 
ing hardware and services have creat 
ed price/performance advantages that 
make consolidation possible. 

“We now see sophisticated technolo- 
gies, like [symmetrical multiprocess- 
ing], even in very inexpensive servers,” 
says Jonathan Eunice, principal analyst 
in the server technologies group at 
Illuminata Inc., a technology research 
firm in Nashua, N.H. “The result is 
excellent performance in a two-way 
server for about $2,000, or a fully con 
figured eight-way server for under 
$100,000. This makes it technically 
appealing to do a consolidation.” 

He adds that a new mind-set is tak- 


Inc.’s © 


ing Over server management tech- 
niques. Rather than buying high-end 
computing power packed into towers, 
large companies are putting together 
racks of servers that fill a central data 
center much like the telecommunica- 
tions gear that hums in communica- 
tions closets. “By consolidating 50 one- 
processor servers into new-generation 
server racks, companies save not just 
on equipment costs but on the costs of 
power, management and maintenance 
contracts,” Eunice says. 

Finding a Balance 

Although large companies are find- 
ing that server consolidation offers 
hope for lower costs and easier sys- 
tems maintenance, IT experts caution 
igainst blindly tearing out the old and 
plugging in the new. 

First, a company considering consol- 
idation should look for a balance be- 
tween a widely distributed and consol- 
idated approach. “Either can be right 
rhere’s never a single correct solu- 
tion,” says Mark Hudson, a spokesman 
for HP’s 9000 servers. Consolidation 
efforts should be driven by individual 
ipplications, he adds. 

“There will be areas where a distrib- 
uted environment makes sense, espe- 
cially when a specialized application 
is needed locally,” says Hudson. “Also, 
many companies work in a multitier 
environment. The Uatabase and appli- 
cations may be centralized, but the 
access is remote. I think we'll continue 
to see mixed environments.” 

Companies with a large number of 
affiliated branches, such as Dresdner 
Bank, are often better served in a mixed 
environment. “Even today, a central 
data center is probably not good 
enough for, say, 800 offices,” 
Eunice. “You may really need a server 
in each branch. Here, distributed 
makes all the sense in the world. On 
the other hand, if you’re dealing with a 
large office, [as in an] insurance com- 
pany, [where] the network within a 
single building or campus is so reli- 
able, so close to 100% available, [then 
you] don’t really need servers on every 
floor, and you can have a single data 


says 


center.” 

Companies can also take advantage 
of less-is-more computing by consoli- 
dating at the local level. For example, a 
multibranch company might use cen- 
tralized servers for individual campus- 
es, buildings or floors. Savings in hard- 


ware and maintenance costs will still 
accrue, if on a smaller scale. 
“The real answer is to be 


as central 


ized as the situation allows,” 
Eunice. “ 


consolidate on a building-by-building 


says 
In some cases, it’s better to 
or site-by-site basis. At companies that 
have thousands of servers, it’s valuable 
even if they can get down to a two-to- 

one or three-to-one consolidation.” 

The crucial consideration, no matter 
how widely a company embraces con- 
solidation, is system reliability 
the computing resources are put in 
one basket, managers must watch thz 
basket closely. 

“Really understand what service 
levels you want to provide,” Hudson 
“U pfrot it design is critical. Ask 
yourself what scalability will you need 
how much headroom should you 


into the system? Have you built in 


says. 
build 
enough redundancy? Downtime is a 


If that se 


it’s not just a local issue when your 


huge no-no rver goes down, 


system is centralized.” 
Tooling Up for Scaling Up 


Finally, before you « 


lagement tools to trust 


decide on what 
software man 
with your enterprise, run some on-site 
tests to make sure your 
are comfortable with 
and with the kind of information the 
programs provide. 

To keep an experienced eye on the 
health of this system, Wyndham’s Dal 
las IT staff uses Tivoli TM to monitor 
networking equipment and software 


administrators 


the interfaces 


To keep close tabs on its network 

resources, Dresdner uses HP’s Open 
View 
Inc.’s Netcool 
Tivoli’s Business Systems Manager 


for network control, Micromuse 


to monitor uptime a 


application availability. “The Tivoli 
product helps us manage the enter 
* says Wilbert. 
ministrator can work on one machine 


prise,’ ‘The networ 
A very big issue is being at 
impact a resource crash has on t 
business and on other resource 


By taking a 


measured approact 


large companies can save or 
headaches and ad- 


] 


less 


costs, maintenance I 
ministrative resources. In short, 
can indeed be more when it comes to 
managing large-scale enterprises. D 


Joch is a freelance writer in Francestown, 
N.H. Reach} him at ajoch@monad.net 





As its online auction 
site has grown, eBay 
has learned to manage 
user expectations, 
keep design simple 

and always plan ahead. 
By Mathew Schwartz 


NLINE AUCTION site eBay is big. 
Very bi 


lion users right now,” says Laura 


. “We have over 24 mil- 


Borns, senior usability engineer 
at San Jose-based eBay Inc., “and 
over 6 million items for sale.’ 
Every day, eBay serves its 
users 100 million unique page views. “The site is 
huge and has just grown tremendously,” says Borns 

But sites of eBay’s size and growth rate always 
have special usability concerns, says Kipp Lynch, di- 
rector of user experience at NerveWire Inc., a man- 
agement consulting and systems integration firm in 

ewton, Mass. “You've got this huge amount of data, 
and there are usually two ways to get at it: search 
and browse,” Lynch says. EBay does search “reason- 
ably well,” he says. But when it comes to browsing, 
taxonomy (deciding which items go into which cate- 
gories) is tricky. 

“Taxonomies are really difficult,” says Lynch. 
“Everyone is always struggling with it; no one has 
gotten it right.” Other large sites such as Sunnyvale, 
Calif.-based Yahoo Inc. face similar problems, he says. 

EBay struggles with its fast growth, constantly 


TECHNOLOGY 


turning to users to gauge new designs and taxono- 
mies. The company also tries to keep its Web site de- 
sign as simple as possible so users can find what 
they’re looking for quickly 

As eBay grows, new categories are sometimes 
added to more accurately classify the 6 million items 
on the site being offered in auctions 

“The user interface that worked three or four 
years ago doesn’t necessarily work now. Who knew 
that when we were designing a site with 60,000 
items and a handful of categories, we'd so soon have 
to make it support over 6 million items and thou 
sands of categories?” says Alex Poon, senior director 
of advanced technology at eBay 

Poon should know; he redesigned eBay's taxonomy 
in 1999, Because rapid growth can derail many de- 
signs, eBay pays extra attention to how well any new 
feature will scale. “For example, when we redesigned 
our navigation bar two years ago, we considered plac- 
ing our top-level categories into the navigation bar 
but decided against it, knowing that we would even- 
tually run out of space,” says Poon. 

All sites should plan for quick, unexpected growth 
spurts by doing upfront usability testing before the 
sites launch, says usability guru Jakob Nielsen, prin- 
cipal of the Nielsen Norman Group in Fremont, 
Calif. Because “once you get a big installed user base, 
you need to have very slow moves and slow 
changes,” he says, or else hundreds of thousands of 
users could get lost. And at that point, no 


Ne A ES AT ILA 
help desk would be equal to the challenge. MOREONLIN 
T 


“There’s a myth that on the Web, just be- 
cause your user interface lives ona server, Bay profit 


tweaks to its 


you can change it at any time,” he says. “And 

that’s technically true, but not from a us- 

ability perspective.” comebaysite. 
EBay listens to users in forums and surveys and 

even flies in groups to meet at its offices every 

month. But in spite of all that research, users can still 

react unexpectedly. And when it comes to design, 

sometimes eBay has to sneak changes past users. 


earn more about how 


from 
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Take what happened in June of 1999. After a month 
of vetting with users, eBay launched a redesigned 
site. Before launch, users had praised the beta design 
on eBay-related message boards. But soon after its 
official launch, the site crashed for about a day and 
experienced some other intermittent problems. 

The company immediately reinstated the old site 
design and disabled various personalization and ad- 
vanced search features in order to find the problem. 
It turned out that the outage was cause by a glitch in 
the Solaris operating system powering eBay’s fleet of 
Sun Microsystems Inc. Enterprise 10000 servers, ac- 
cording to public comments made at the time by Sun 
CEO Scott McNealy. 

In an open letter of apology to users, eBay founder 
Pierre Omidyar said that “there was no relation be- 
tween Wednesday’s outage and the launch of our new 
site design.” But eBay reinstated the old design imme- 
diately, concerned that the new design and the outage 
may have become synonymous in some users’ minds. 

The crash and outcry over the redesign made eBay 
retrench and go more slowly. It began to roll out the 
updated design very, very slowly — a new page here, 
a navigation bar there. No one cried foul. 


False Impressions 

Sometimes even false user perceptions must be 
considered in designing new features. On a home- 
page redesign in March of last year, eBay produced a 
page that was “very colorful and looked 
very graphically intense,” yet took less time 
to load than the older version, says Borns. 

However, in testing the page with a few 


ongoing 


site, visit thousand users, concerns arose. “We 
www.computerworld. 


showed them an image of the page — it 
didn’t actually work — and they said, “This 
page has so many graphics on it, it’s going to take 
forever to load, ” says Borns. “We knew it loaded 
faster, but because they thought it wouldn’t, we end- 
ed up paring it down a little bit.” 

No matter what the information architecture is, 


(,row Your 


WY 


Keep Your Ll 
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keeping so much data easily accessible is an ongoing 
chore. “We don’t have all the bangs and whistles of 
some of the sites that are out there. Because of all the 
users, we need to simplify what’s on the site,” Borns 
says. “One of the main things we hear from them is, 
‘Keep it simple.’ ” 

“No one would say, ‘Wow, [eBay] should win a de 
sign award,’ but it’s very simple, very usable,” says 
Lynch. He praises the site for using such traditional 
navigation features as tabs and plain-text links. 
“What's good is they’re not trying to be clever any- 
where,” he says 
for technology’s sake. 

lake JavaScript, for example. Many sites use it to 
create flashy roll-over menus or drop-down boxes. 


in other words, it’s not technology 


But on eBay, it’s used only to enhance some things, 
such as the “sell an item” page. “The old version is 
this tremendously long list of items,” says Borns. In 
that version, users had to pick which category their 
item was in from a list of 4,500. Now, however, once a 
user picks the top-level category (for example, elec- 
tronics), eBay uses JavaScript to dynamically reduce 
the second- and third-level choices (general audio, 
speakers) to only categories that logically occur un- 
der the first category picked. So instead of having to 
scroll through 4,500 choices, users might only get 10, 
20 or 50, says Borns. 

But there are still a lot of categories. And although 
any improvement helps, eBay could perhaps ap- 
proach things differently. “It’s intimidating for the 
first-time buyer. I don’t think [eBay] provides enough 
hand-holding,” says Nielsen. “You're thrown into an 
interface with 5 million things and concepts.” 

Underscoring all of eBay’s design issues, however, 
is the fact that its users are often collectors who will 
fill out any number of screens or suffer any interface 
to get what they want. “Collectors are a bizarre 
bunch. There are people who collect barbed wire,” 
notes Lynch. And they do so fanatically. At eBay, 
“you've got really motivated users, and motivation 
can overcome a lot of usability issues,” he says. D 


Redesigning 
The Seller’s Market 


Online auction and marketplace eBay faces enormous design challenges when trying to make the buying and selling of gooc 


its sites easier. For one thing, targeting 24 million users means designing a site that both experts 


and neophvt 
and p 


stand. Note, however, that eBay and other third-party vendors offer special PC-based software for po 


items that managing them all via a Web interface would be ineffective. 


Though eBay offers online training to teach users how to sell, its sales pages must be feature-rict 
sales are going and when they're completed and helping sellers close deals. The before and after s bel 
the page that sellers can use to monitor sales. The old version combined auctions-in-progress with those that h 


ended. The new version creates a separate space for items that have been sold, 
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Although the auction for an item 
has ended, this screen doesn’t 
help sellers finalize sales. 
Completed sales require the s 
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purchased goods 


Though experienced users would know the 
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that it mea 


v users might not Know 


“reserve price.” 


All 


This section shows 

the status of all 

items selling or sold 
within a certain time window 


Users select the time fra 


A new section lists only those 
items that have sold 
tures help sellers complete sales 


Word-of-mouth feedback is the cor- 
nerstone of trust in the eBay co 
munity, and getting feedback is es 
sential to eBay's success. So now 
one click allows a seller to 
leave feedback about a buyer, 
rating ease of communication and 
payment speed. Sellers can exclude 
poorly rated buyers from their sales 
and buyers can avoid bat 


Starting three days after a sale is 
over, sellers can generate an 
automated e-mail reminder to 
buyers that includes prefilled data 


Leave Feedback 


Leave Feedback 


A link to a high bidder or bid- 
ders (in auctions with multiple 
items) lets sellers more easily 
contact them 


such as price and contact informatior 
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Building the Wireless 
Web for Enterprises 


W-Technologies helped brokerages, but can 
it help other firms deliver mobile services? 


BY DAVID ESSEX 
HE BUSINESS case 
for wireless access 
comes into sharp 

relief when spokes- 

man Charles Sal- 
mans describes how his com- 
pany, Quick & Reilly Inc., and 
its Web benefited 


from 


site have 


w-Trade software from 
w-Technologies Inc. 

“We don’t have a big group 
of our customers using this,” 
he says. “It probably accounts 
for only 1% or 2% of our cus- 
tomers, but they account for 
probably 5% to 10% of our trad- 
ing volume.” The New York- 
based brokerage chose w-Trade 
because it integrated easily 
with its existing infrastructure 
and was flexible enough for 
future growth 

W-Technologies got its start 
in 1997 when co-founders Don- 
na Oliva and Sergey Fradkov 
spun off a wireless project at 
New Unif/X 
an IT services company. Their 


York-based Inc., 
flagship product, w-Trade 
Wireless Trading System, lets 
brokerage customers receive 
quotes and trade securities on 
Wireless Application Protocol 
phones, Palm Inc.’s handhelds 

W-Technologies 
it has 30% of all 


and 


claims that 


pagers 


brokerage firms as customers. 
Now it’s diversifying. 

After releasing its w-Bank 
software for banks in 1999, the 
vendor introduced 25 applica- 
tions based on its underlying 
Mobilero wireless application 
server software, geared toward 
the finance, e-commerce, Web 
content, communications and 
the enterprise markets. 

Mobilero includes six appli- 
cations, including for custo- 
mer relationship management, 
logistics and help desk. 

Prices start at about $60,000 
for Mobilero and a single ap- 


plication supporting 50 con- 


current and reach 
$500,000 or more for the entire 


technical 


users can 


application suite, 
training, a development kit and 
distributed hosting for up te 
200 users. 

Mobilero’s competitive ad- 


vantage, Fradkov, is its 
flexibility in providing enter- 


prises with both prepackaged 


says 


applications and a develop 
ment tool kit for custom appli- 
cations that supports thin and 
fat clients. Server templates 
allow applications to be used 
with a wide variety of mobile 
devices without the need for 
porting, Fradkov says. 

W-Technologies is aggres- 


sively pursuing vertical mar- 


DONNA OLIVA (left) and Sergey Fradkov say they will grow their 
company in keeping with the demand for wireless products. 


pur 
o™ “Fw, 


w-Technologies Inc. 


150 Broadway, 15th Floor, 
New York, N.Y. 10038, 
(212) 406-7685 

Web: www.w-technologies 


Niche: Customizable wireless 
applications, development tools 
and services 

Company officers: 

* Donna Oliva, CEO and 
co-founder 

¢ Sergey Fradkov, chief technology 
officer and co-founder 
Milestones: 

© April 1997: Company founded as 
w-Trade Inc. 

* March 2000: Introduced e-com- 
merce, content and communica- 
tions applications 

¢ September 2000: Changed 
name to w-Technologies Inc. 


Employees: 200 


Burn money: 

Approximately $50 

million from Westway 

Capital LLC, First 

Union Corp., Merrill Lynch 

& Co., Wells Fargo & Co. and 
others 

Products/pricing: Installed 
systems start at $60,000 for a 
basic configuration of 10 to 50 
concurrent users and one applica 


tion. Larger implementations may 
cost $400,000 to $900,000 


Customers: Dreyfus Brokerage 
Services Inc., FedEx, First Union, 
Quick & Reilly, U.S. Discount 
Brokerage Inc. and others 


Red flags for IT: 

* Most of the firm’s expertise is 

in financial services applications. 
* It faces many established, larger 
direct competitors. 


kets 
and retail. 
story is FedEx Corp. in Mem- 
phis, 2 
veiled a Mobilero-powered ser- 


such as manufacturing 


One early success 
which on March 12 un- 


vice that lets customers track 
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packages and locate drop-off In Search of 


stations. 

W-Technologies beat several 
dozen competitors, explains 
Randy Roy, FedEx’s vice presi- 
dent of network systems. “A 
good part of it was the amount 
of experience they had and the 
success they had in the busi- 


ness sector,” he says. 


Main Benefits 


Cost savings from avoiding 
customer service calls and in 
creased customer convenience 
are the main benefits, says Roy, 
who reports an easy four-week 
development cycle and no 
performance glitches so far. 
“They’ve been very responsi- 
ble and able to do what they 
said they would do,” he says. 

Oliva says productivity and 
cost-savings benefits will keep 
wireless on many companies’ 
buying schedules despite the 
economic slump. “We have to 
grow the company at a pace 
that keeps up with demand, 
but we have to be a lot more 
careful about how we spend 
money,” she says. 

Analysts say the company 
has done an admirable job 
- of just that. “They’re 
% well-positioned going 
forward,” according to 

Ed Kountz, a 

S analyst at TowerGroup 
“in Needham, Mass. 
“They have some talented 
people and they have some 


senior 


advantage in being early in the 
game.” 

Proving w-Technologies can 
succeed outside the financial 
services sector is an important 
hurdle, which is why the FedEx 
win is so important, says Jen- 
nifer DiMarzio, an analyst at 
Summit Inc. in 
Boston. 

“In the last couple of years, 
there have been a lot of compa- 
nies offering a mobile plat- 
form,” she observes. “It’s going 
to make it hard for these guys 
to prove their value-add.” D 


Strategies 


Essex is a freelance writer in 
Antrim, N.H. 


Wireless Winners 


As w-Technologies seeks to expand be 
yond its financial services roots, the ven 
dor faces increased competition from 
sompanies that take a more plug-and 
play approach. It's also smaller and less 
well-funded than its rivals, at a time when 
venture capital is scarce. A shakeout is 
likely, and IBM is coming on strong with 
WebSphere Everyplace, say analysts 

Still, the vendor's experience with 
highly customizable software may be 
attractive to large companies. And the 
marke bile e-business services 
is strong: Despite the current high-tech 
slump, Framingham Mass.-based IDC 
that the U.S. market will grow 
from $261 million last year to $2.1 billion 
this year 


724 Solutions Inc. 


Toronto 
www.724.com 


predict 


724 Solutions hasn't moved much 
beyond its financial services niche, but 
general manager Alistair Rennie says 
the firm will exploit its core competency 

secure mobile transactions - in its 
new products. 


Aether Systems Inc. 
Owings Mills, Md 


www.aethersystems.com 


Aether Systems has a daunting size 
advantage over w-Technologies, but it 
views its niche as “a full-service compa 
ny to financial institutions,” says John 
Shepley, Aether’s corporate vice presi 
dent of financial services 


Brience Inc. 
San Francisco 
www.brience.com 


Chief Strategy Officer Keyur Patel calls 
the newly released Brience 3.0 software 
“a pure-play Internet platform that con 
nects to your existing systems.” The 
company has $200 million in funding 
andis profitable, Patel says 


Everypath Inc. 
San Jose 
www.everypath.com 


Everypath focuses more on providing 
plug-and-play software products than 
on development services and hosting 

- David Essex 
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With more candi- 
dates in the job 
pool this year, 
you really need 
to make yourself 
stand out from 
the competition. 
We asked two ex- 
perts to name the 
new technologies 
that will impress 
even the fussiest 
hiring manager. 
By Mary Brandel 


TECHNOLOGY 


tting an Edge 


VERYONE WANTS an 

edge, a particular skill 

or experience that 

will shoot them into 

the career stratos- 
phere. But which technologies 
should you concentrate on? 
And how do you get the train- 
ing or experience in them? To 
find out, Computerworld spoke 
with executives at two recruit- 
ing firms: Tom Morgan, vice 
president and director of re- 
cruiting operations at Pencom 
Systems Inc. in New York, and 
Robert Beauchemin, pres- 
ident and CEO of CNC Global 
Ltd. in Toronto. 


Can you forecast any new business | 
strategies, competitive issues or | 


economic factors that will affect 
technology investments, thus influ- 
encing which technologies would 
be best to train for? 
Morgan: The business trend I 
see is real-time access to infor- 
mation, whether it’s inventory, 
the supply chain or financial 
statements. Venture capitalists 
are still pouring a lot of money 
into companies that can help 
provide the infrastructure that 
makes real-time access pos- 
sible — storage, network 


management, optical network- 
ing, wireless applications and 
handheld devices. 
Beauchemin: There will be 
continuing investment in tech- 
nology, but most organizations 
will take a more cautious ap- 
proach in terms of balancing 
time to market. Employers will 
be willing to wait another 
week and find a person with a 
95% fit rather than a 75% fit, as 
in the past. 

That being the case, it’s im- 
portant for technology work- 
ers to round out their experi- 
ence level and not be all that 
specialized. For instance, it’s 
not enough to be a good pro- 
grammer — you have to have 
creativity or adaptability to 
new concepts. 


Which emerging technologies will 


be most in demand by employers | 


in the next couple of years? 
Morgan: Any technology that 
enables information to flow in 
the most expedient manner, 
like embedded systems tech- 
nology. Some examples are a 
flight navigation system or a 
point-of-sale system or a con- 
trol arm on a vehicle, where 
the instructions for what the 
system should do are embed- 
ded in the code. Data centers 
are becoming more important, 
and storage technolo- 
gies are becoming 
critical 
the large amounts of 
data. Networking and 
network management 
are also a key piece, espe- 
cially optical network- 
ing, in order to in- 
crease the bandwidth and 
speed to carry this informa- 


tion. I’d also include wireless | 
and handhelds and things like | 


that. 

Real-time access also de- 
pends on effectively and effi- 
ciently transacting over the 
Internet, which leads to secu- 
rity issues — another hot area. 
We're seeing more of a need 
for people who can write secu- 


because of | 


rity measures into the applica- 
tion code. 

Beauchemin: WAP [Wire- 
less Application Protocol] ap- 
plications are hot. We also see 
a lot of demand for wireless 
LANs. 

You might laugh at this, but 
good old project management 
is also in demand. There are 
never enough project 
agers, and finding good ones is 


man- 


always challenging. 

Another technology grow- 
ing in demand is electronic 
bill presentment and payment. 
Underlying technologies like 
XML help standardize the ex- 
change of documentation that 
is involved. And there are a lot 
of collaborative applications. 
This requires programmers to 
have some business-level skills: 
“How do I take Java program- 
ming skills and get a collabora- 
tive result?” 


Which types of companies do 


| you see investing in these emerg- 


ing technologies and for what 
purposes? 

Morgan: Pretty much every 
single company out there will 
find [real-time data access] 
the key to success, but in no 
area is it more notable than in 
financial services. 

If you were a portfolio man- 
ager and wanted to evaluate 
the history and qualifications 
of a particular fund across 
any number of variables, that’s 
information you would want 
immediate access to. When the 
market shifts, the ability to 
quickly give traders informa- 
tion to execute a trade could 
literally mean the difference of 
millions of dollars. 
Beauchemin: You have to 
look at companies with inno- 
vation written all over them. 
Clearly airlines, financial insti- 
tutions and e-tailers have been 
advanced users of technology. 
WAP technology could be use- 
ful for anyone from a railroad 
to a high-tech company. Peer- 
to-peer networking would be 


useful to a manufacturer with a 
large supply chain 


How will training in these emerg- 
ing technologies affect the IT 
worker's career? 

Morgan: 
training are not necessarily the 


Certification and 


main criteria that these com- 
panies use to evaluate candi- 
dates. Companies are looking 
for people with practical expe- 
rience, even if it’s somewhat 
limited. 

People with good technical 
skills can parlay their existing 
skills and adaptability and as- 
sertive personality into oppor- 
tunities like these. If they do, 
they won’t be sorry. 
Beauchemin: It’s one thing 
to have the technology where- 
withal. It’s much better to be 
able to transfer that techno- 
babble to business conversa- 
tions and translate it into valu- 
able business propositions. 


Do you have any suggestions for 
how IT workers can best identify 
emerging technologies and get 
training to poise themselves for a 
career boost? 

Morgan: [When looking for 
a job], people need to be will- 
ing to compromise a little bit 
in terms of the total package 
they’re seeking [in order to 
gain experience with these 
new technologies]. If they do, 
there will be tremendous op- 
portunities down the road, and 
doors will open for them. It’s a 
short-term sacrifice for a long- 
term gain. 

Beauchemin: The challenge 
with emerging technologies is 
that training may or may not 
exist for them. 

If you try to look today at 
peer-to-peer computing, there 
are no books written about it at 
this moment. It takes a person 
with curiosity and the mind 
to look at the technology and 
see how it’s appropriate for the 
enterprise. 

They have to be up on the 
Internet and read specialized 
magazines and do a lot of re- 
search in their spare time on, 
for instance, how well elec- 
tronic bill presentment tech- 
nology works. D 
Brandel is a freelance writer 
in Newton, Mass. 





Thanks to the 840,000 ai jobs available, our entire student body 
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your imagination. ‘To this day, you're still thinking aot 
many steps beyond. Same hélds true for Xerox. 
We're inventing the future with innovations like a 
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page book in a minute. Our technologies cover the 
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introduced 80 new all-digital and color products that 
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share knowledge and: increase productivity. We 
invest in people who can channel their technical 
knowledge into answering the genuine needs of ou 
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If you're an IT professional who's tired of playing industry catch up and want to get ahead of the game, 
look to Ajilon. As a frontrunner of information technology services, our people are always in demand. 
Our clients span a wide variety of industries so you'll benefit from a challenging, varied environment. 
And with a steady flow of new projects you'll have the stability that many consultants dream of. At Ajilon 
we don't just invest in technology, we invest in people. Visit us on the web at www.ajilon.com. 


You'll see we're taking information technology into the future. And we'd like to take you with us 


lag 
AJILON. diinsbnoe 


The human side of information technology 


An equal opportunity employer. 
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ARINSO International, inc 


Multiple openings for permanent 
Project Managers (Management 
Analysts)in At a, Georgia to 
manage SAP consultants in 
developing, designing and im 
plementing human resource 
management systems and related 
long term corporate strategies 
and functional capabiliti to 
enhance client performance 
utilize change management 
rtise to formulate s 
nt 

analyze business 
‘e-engineer work 
sophisticated 
j related ana 
ate implementation 
dvice; confer with 
personnel to assure smooth 
Ctioning of newly implemented 
S conduct operational 
effectiveness reviews to ensure 
functional or project systems are 
applied and functioning designed. 
Master of Science level degree 
in Business Administration, Man- 
agement, Engineering, Physics. 
3iology, Law or related disciplines 
as well as two years of experience 
engineer management 
nsulting, business analysis or 
related field. Will accept foreign 
educational degree; will also 
accept Bachelor of Science level 
ree in Business Management 
and two years of related projec’ 
experience in lieu of Master of 
Science degree. Send resumes 

to: career.us @arinso.com 


EEE 


Bemhot Consulting (America), Inc 
SAP Senior Management 
#Sen Magmt2 
Senior SAP Management Consultant 
Dallas, TX 


Analyze and re-engineer business 
software processes in Finar 
controlling. Direct the desing 
uration and integration of the 
FVCO modules. Plan or support in 
planning of overall SAP project 
review progress and make appropt 
ate decisions to ensure successful 
completion of the project. Determine 
Programming needs for functional 
enhancements and writing of 
functional and technical specific 
tioons. Coordinate and conduct 
training for project team members. 
identify client's needs and create 
proposals SAP implementation 
Candidate must have at least a 
Bachelors degree in Computer 
Science or related technical field and 
fie (5) years of SAP experience in a 
multi-national/multi-currency 
enviroment. Ail interested 
candidates are encouraged to apply 


Please reply to 
dawn. tucek @ bernhof.com 
or mail 
Bemhof Consulting (America), Inc. 
770 N. Water Street, Suite 640 
Milwaukee, Wi 53202 
(414)224-8761 PHONE 
(414) 224-8774 FAX 


Ccareers.com 


here the best get better 


1-800-762-2977 





WI ] Fas TTRACK 


Check out our 
WIT! FastTrack 
Supplement today 


ff organizations want to flourish in 
the global economy, leaders need 
to nourish their employees. Our 
Women in Technology International 
(WITD FastTrack coverage will 
cover the trends and techniques of 

“leading companies around the United 
States. df you're interested in a top 
IT environment offering first-class 
treatment, ceck out WITI 
FastTraek. The list below offers 
just a sample of the exceptional 
employers featured in this 
supplements 


* Capital One eeGartner Groug = 

¢ Sprint ae 7 

e Wal-Mart 

° FileNET = 

° Applied Materials = Micr 

° State Farm Insuranee thi Data Systems 

e American Express ‘3 Communications 


fexinformation on WITI FastTrack, pleas® 
janis_crowley@itcareers. net. 


WIT! Regional Chapters 

Various Locations 

Various Dates 

Issue Date: August 20, 2001 

mpace Reservation: July 27, 2001 
yt Close*: August 1, 2001 





Re ee 
information technology world holding 
stable in the slowed economy, it is 
JAVA. Seen as the universal language of 
btu Male igi eh tet a) ee 
building block for integration. Yes, there 
ie Me ae mle ag 
businesses see advantages to non-pro- 
prietary building blocks supported by 
heavy lifting hardware for speed. 


Alan Snyder, president and CEO of Idea 
Integration, says his firm continues to have strong 
demand for the mission critical project solutions. “Our 
folks provide functional analysis, programming, archi- 
tecture and development for delivery of a solution so it 
represents a strong opportunity for those who know 
custom application development, business intelligence 
and have industry expertise. A core fundamental is 
JAVA, an open language that allows our clients to use 
multiple vendors. It's a language information technolo- 
gy can coalesce around 

idea Integration, based in Jacksonvile, FL, is a 

Modis Professional Services, as is 


ent a 


IT CAREERS 


Advertising Supplement 


Modis, Inc., based in Jacksonville, FL. Modis’ 
President and CEO Jack Cullen, says his firm is pro 
viding staff augmentation and consulting primarily to 
Fortune 500 compani 
ince 1985, and I've found that the most secure job is 


I've been in the IT industry 


that of a consultant and right now a consultant who 
has JAVA skills. Our clients continue to need JAVA skill 
sets, So we anticipate growth within this sector of 10 to 
15 percent for the year.’ 

Snyder notes that individuals who have the 
strength of JAVA skills with some level of architecture 
knowledge and industry experience are hard to beat 
‘It's a great combination of standards-based, open 
system architecture that makes a person very valu- 
able,” he explains. “JAVA is well-suited for large-scale 
architecture and as a tool for integration. Businesses 
are continuing to spend money on data management 
and anything that can assist in generating revenue or 
savings.” 

Cullen says clients continue a heavy migration 
toward the Internet. “In addition, we're seeing contin- 
ued high demand for conversion experience and that 
requires JAVA HTML, JAVA Beans and JAVA/C++. We 
also are careful about getting to know you personally 
so that we know whether you are more suited for deal- 


JAVA 


ing with clients and their customers or cranking code 
and working the project.” 

Modis offers continuous training and provides 
opportunities to migrate to entirely new projects. “We 
offer employees a wide base of experience and wide 
geography. We're concerned with your future, not just 
brokering your skills,” says Cullen 

At sister organization Idea Integration, Snyder 
says the firm is interested in building long-term 
relationships with people. “We want to offer the best 
complete package to employees — compensation but 
also work/life balance and training. We've come to 
realize there is no single silver bullet to making 
employees happy. It requires a holistic approach that 
is based on strong technical challenges and the kinds 
of projects that allow individuals to grow and stretch.” 


For more job opportunities with firms using JAVA, turn to 
the pages of ITcareers. 
© If you'd like to take part in an upcoming ITcareers 
feature, contact Janis Crowley, 650.312.0607 or 
janis_crowley@itcareers.net. 
© Produced by Carole R. Hedden 


World 


Nothing commanc¢ 


Js attentior 


WHERE and HOW 


essionals is a 


the ideal vehicle 


This in-depth loo 


thousands of 


every week 


The Annual Comp 


Ala fnr dal rin 
vehicie for deliver! 


value pool OF exer 


Jecision-makers r 
of the technology 


Issue date: June z 


opportun vecessary to 


n, a leading global e-information 


CD-ROM and print products. Positioned 
ed success and technological leadership, we also provide a unique 


vironment in which you can excel 


more abo r world-class 
technology k environment and 
people. Check us out online at 
www.westgroup.com or apply online 
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Your best investment 


is your professional network. 





WITI’s 2001 


PROFESSIONAL WOMEN’S 
SUMMIT & EXPOSITION 


June 20 & 21, 2001 


Santa Clara Convention Center w Santa Clara, CA 


For more information, conference package pricing or to register for 
the PROFESSIONAL Women’s Sumair please visit us at 
www.witi.com or call toll-free 800.334.WITI 


WITI offers a dynamic 2-day accelerated program that will provide every professional women with the essential tools 
opportunities, insights and connections to achieve her goals. Take advantage of this unique occasion to network with 


top leaders and visionaries utilizing technology to succeed 
Over the course of 2 days you will be offered 
> Powerful keynote sessions 
> Practical skill-building workshops 

> Dynamic roundtable discussions 

> Highly interactive panel discussions 
> Networking, Networking, Networking. 
| have learned so much about myself, my environment, and the people that work with me and 

live with me from this WITI Conference. The only thing that | can say is that as a professional 
woman in any technological or business field, you MUST attend this conference 


Kathrine Roberts, Mainframe Programmer, West Corporation 


Don’t miss Bring Your Daughter to the Conference Day — Thursday, June 21. 


Sign up for the Santa Ciara Conference before June 18, 2001 
and receive a $100 discount off the at-the-door price. 
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At SAP Labs, we're dedicated to integrating systems 
that ensure e-business succeeds in the "new" new 
economy. Let's face it, the worid is constantly changing 
Why not work for a company at the forefront of these 
changing times? Join our team, and be on the cutting 
edge of e-business software solutions. We currently 


have opportunities available in the following areas 


Software Development 
Quality Management 
Regional Industry Group 
Product Management 


The work is challenging. But we'll reward you for your 
efforts by providing exceptional benefits. These include 
premium health coverage, life insurance, 401(k), tuition 
reimbursement, three weeks paid vacation and even 
free lunches. We also feel that learning shouldn't stop 
the day you get your diploma, so we’ve created SAP 
University. You can receive in-class and online training 
in addition to workshops and seminars. So check out 


SAP Labs, and watch your career evolve 


www.saplabs.com 
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cnn 
Join us at UPA 2001 


10th Anniversary Conference 
EUSA sees cm Chetty a 


June 25-29, 2001 
Lake Las Vegas, Nevada USA 


Registration and advance program at: 
http://www. UPAssoc.org/conf2001/reg/ 


Learn practical methods for testing for usability, and 
designing easy-to-use websites, software, and other systems. 


Review job postings and meet employees. 
Network with usability professionals. 


Tutorials and workshops: 
June 25 and 26 


Presentations and 
posters: June 26 - 29 


Keynote: Alan Cooper 


Closing plenary: 
Dr. Jakob Nielsen and 


Dr. Richard Buchanan Oxi =A Minfing Sypentencs 


Lake Las Vegas, Nevada, June 25-29, 2001 
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UNITED NATIONS cn Y NATIONS UNIES 
United Nations Joint Staff Pension Fund (UNJSPF) 
Information Management Systems Section 


PROGRAMMER ANALYST, P-3, 
New York 


nited Nations Joint Staff Pension Fund (UNJSPF) is more 
a professional 1 demonstrated experience to 
the following functions: analyze, design, program 
ant and document complex data processing systems 
n RS/6000 midrange computer system. He/she will be all 5 
isible for the integration of mainframe and local area alate 
rk applications with the RS/6000. The incumbent will be 
responsible for the Lawson accounting System that utilizes DB2 
for UNIX. He/she will be required to undertake entire projects 
from be g to end, to provide technical assistance to 
other data processing staff, as well as training to system users. 
and to prepare manuals for operations and user staff. The 
ncumbent may be required to oversee the work of support 
Staff from time to time 


The ideal candidate would have an advanced university degree in than any 


mathematics, statistics, data processing or computer science 

a minimum of two to six years of professional experience in 

system design and programming at increased levels of 

responsibility and programme complexity; extensive experi- ae space 
ence in a programming language such as Cobol or C, and/or 

UNIX script language such as Shell or Perl as it relates to the 

RS/6000 and mainframe computers; experience in SQL with 

RDBMS required. General Accounting knowledge is desirable . 

Experience with both large scale general purpose and smaller ia) the 
dedicated systems covering varied fields of application and 

data base management; the incumbent should be able to 

prepare written and oral presentations 


Qualified women are encouraged to apply. The United Nations world 5 
offers a competitive benefit package. (Please refer to our 
homepage, www.un.org, for further information.) 


Deadline for applications: 21 July 2001. Detailed curriculum 
vitae including date of birth and nationality should be sent to 
01-D-JSP-001924-E-NY, Staffing Support Section, Office of 
Human Resources Management, Room 2475C, United Nations, 
New York, NY 10017, Fax No: (212) 963-3134, 

E-maii Address: Staffing@un.org. Due to the volume of 
applications, all internal candidates and only those external 
candidates under serious consideration will be acknowledged 


Trusted by 


managers 
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Computer Scientist 


COMPUTER 
SCIENTIST 
Niskayuna, NY 


R & D in emerging 
software technolo- 
gies, including e- 
business, e-engi- 
neering,database 
architecture, data 
warehousing & min- 
ing. Apply these 
technologies to solve 
digitization problems 
at the GE business- 
es. Lead global pro- 
jects, guide project 
execution by man- 
aging objectives, 
milestones, deliver- 
ables and budgets 
Publish and patent 
innovations. Serve 
as mentor to team 
members. 


Requirements: 
M.S. in computer 
science, MIS or 
related field, plus 3 
yrs. exp. in related 
position. 


Send your applica- 
tion to: opportuni- 
ties@ge.com, 
referencing COS 
248802 

EOE 


GE Research 
Development 
Center 
www.crd.ge.com 


a 
Ref # V-IL 25617-N. Ar er 
paid ad. NO CALLS - SEND 2 
COPIES OF BOTH RESUME 
AND COVER LETTER 


Engineering 


QUALITY ASSURANCE ANALYST 


Work with software engineering teams to deliver robust software products to 
market in a timely fashion. Develop and implement appropriate test procedures 
for web-based software products. Develop software test cases and scripts; 
construct and execute integration tests; log and track defects and verify fixes; and 
participate in writing test plans, design and code reviews, and unit testing. 


BS in Computer Science or technical equivalent. 4 years of experience in the job 
offered. Experience with QA, Seque 4Test scripting language and Web-based 
performance management software applications also required 


SOFTWARE DEVELOPER 


Research, design, and develop computer software systems in conjunction with 
project team members including analysts, developers, documentation and QA staff. 
Recommend improvements to standards, processes and tools that lead to higher 
quality products and more efficient and effective development process 


BS in Engineering, Computer Science, or technical equivalent. 2+ years of 
experience. Experience with FoxPro5.0,Visual Basic 6.0, Java, HTML, JavaScript, ASP. 
ActiveX, SQL, and SQLServer is also required 


What we offer: At GE Medical Systems Information Technologies, Inc. you'll enjoy 
the rewards of a competitive salary, an outstanding benefits package and the 
professional advantages of an environment that supports your development and 
recognizes your achievements. 


How To Apply: Please send your resume to: GE Medical Systems Information 
Technologies, Inc., Attn: HR, 200 Porter Drive, #210, San Ramon, CA 
94583 or fax to: (925) 838-0494. EOE/M/F/V/D. 


GE Medical Systems 
Information Technologies, Inc. 


RISING TIDE CONFERENCES emai pat 


MPACSS ONS 


/s Premiere Mobile Conference 
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IT CAREERS 


technology. 


..With #8 on Computerworld's list of 
the 100 Best Places to Work in IT in 2000. 


bests” to qualify for the Computerworld 100 


It takes a lot of 
We are a company that consistently provides opportunities for 
staff to develop and grow in their careers. We are a global 
ertically integrated company offering a challenging and high 
energy work environment. We offer training-- including web 
based training, flexible work schedules, and on-site child 
re, among a number of things that make us one of the 
BEST! IT 


professionals work closely with the business to deliv 


er solutions for our customers 


\lthough AVON is a person-to-person relationship business 
ve support a demanding high-tech IT environment. From our 
e-commerce initiatives and web-enabled application technolo 
gy, to global marketing and erp systems, to the global net 
vork architecture that supports them, the best technologies 
Some of these 


ire put to use to meet our business needs 


technologies include Oracle, Java, UNIX (HACMP), NT 


\ 


Visual Basic, ¢ Lotus Notes, PeopleSoft, 


ebsphere, supply chain transactional 


nd decision support tools 


One of our IT positions could 
be the right choice for vou 
Let's talk. Please send vour 


resume to 


Human Resources Department 
CW, AVON, Avon Plaza, Rye, 
NY LO581. Fax: 914-935-2959. 
E mail: its.resume(@ avon.com 


\ sit: WWW.avon.com 


\ 


\von is an equal opportunity employer 


let’s talk 
AVON 


Computerworld « 


Database Administrator 


bie f Jatabase 


ack 


flow 

i diagrams equence o 
Jetailed instruct and logica 
steps for ¢ omputer 
language nalyzes, reviews 
and alters program to increase 
ng efficiency or adapt t 
jirements using RDBMS 

ated software. Work 


volves extensive travel and 


equent relocation. One year of 
experience in the job offered or 
as a computer professional as 
well a ne year using 1 from 
Group A as follows: A) Informix 
Oracle, F 0, Sybase, SQL 
Server, Progress. Bachelors 
degree or equivalent in one of 
several limited fields: Computer 
Sci/Apps, Eng., Chem., Math 
Physics or scientific related field 
Salary: $67,000 per/yr, 40 hrs: 
wk., 9:00-5:00 p.m. Please submit 
resumes to: Ms. Barbara Cole 
Supervisor, Greene County 
Team PA CareerLink, 4 West 
High Street, Waynesburg, PA 
15370-1324. Please Reference 
Job Order No. WEB 173814 


June 4, 2001 


Unisys Corporatior 
Profession 
Telephony C slting (Oakland 
nd manage 
)rganizatior 


Nncluding Fortune 
Req 
Req 
phony 
a Director r 


f devel 


\didate mus 


technical backgr 
& Telephony as we 
business development abil 
Please forward resumes t 
W. Greene, HR B 


Partner 


tional Progr 

Systems, Inc. has employme 
portunities for Systems Analysts 
r Programmers with any of the 
wing skills: Oracle Applica 
tions Consultants Java; Unix 
VB; Oracle; C++; EJB; JSP; Corba 
SAPIENS 
ds Consultants for 
ects. Positions are 

vailable throughout the Ur 


tates. IPS also has open 


r Sales and Recruiting staff ir 
ur San Francisc s Angeles 
and Atianta offices. Electroni 
encouraged 
com or mail 

resume tc 


Street 


PROFESSIONALS 


lobaltech USA 


yming IT services 


located in Scheumt 


seeking candidates px 


MS/BS or equivalent 


elevant work experience 


ont. Must be w 


avel and relocate a 
Please forward 


Careers @ TheGT 


Soft Guide Intl. seeks Techn 
Analysts to design, tes 


Jevelop computer 5 


applicat 


ABAP/4 software. B.S. « 


nm Comp. Sci. or related field plus 


two years experience required 
Send resumes to: Soft Guide 
Intl., 533 Airport Bivd., Su 


Burlingame, CA 94010 


Progt/An (Oakbrook, IL) Design 
develop, implement & test syst 
applic r business clients. Word 
w/Database Admin to design file 
structures & databases. Work 
w/customers & tech staff tc 
resolve syst problems. Tools 
JCL, CICS, DB2, VS Cobol |! 
Bachelor's in Comp Sci/Math 
Eng & 1,5 yr exp req'd. Exp must 
incl JCL, CICS, DB2, VS Cobol 
ll. $48,000/yr, 40 hrs/wk, 9a-5p. 
Appiicants must show proof of 
legal authority to work in US. Res 
to IL Dept of Emp! Security, 401 
South State St-7 North, Chicago. 
IL 60605. Attn: L. Clarke. Ref# 
V-IL 26677-E. An employer paid 
ad. NO CALLS - send 2 copies 
of both res & cover letter 


INFOTECH CONSULTING, INC. 
Software Engineers, 
Developers, DBA's, Sr. 
Project Leads 


million dollar cons 
seeking qualified, technical 
th 4-yr. college 

5+yrs. exp. or MS in 
ence/related sut 
viets, JSP. 

ation Server 

& 


SQL, Applicat 
*XML (DCOM, SAP), Java & 
+ Par 
PS, CORBA, ORDBMS 
Concepts 
* Oracle Applications (Financiat 
* Actuate Web Reporting 


7.x Developer. 


uilders 6.0/5.( 
SYS Mapper/COBOL 
* IBM Mainframers 

Also looking for PROGRAMMER/ 

ANALYST with a Bachelor's with 

a Bachelor's & 2-yrs. ex 

analys Jesign, development 

mplementation & maintenance 
oftware applications in the 

abo ted areas. Candidates 

must be willing to travel & re 

Send resume 


CWW, Infotech ¢ 


r. Software Engineer : At a sr 
engage in full life-cycle 
2 dev. for client/server. 
vabled, and N-tier software 
applications. These software ap 
plications interface with ORACLE 
and other relational database 
systems and involve 
3A, WebLogic, and other 
ye f middleware. Analyze 
reqmts. Create designs and 
design documentatic Code 
test, and debug the ware 
applications. Engage in proj 
mgmt as needed. Use distributed 
object mgmt systems methodol 
gy C++, JAVA, Uniform 
Modeling Language, PL/SOL 
Pro*C, and other sophisticated 
tools and languages in the 
design and dev process. Positior 
reqs a Master's degree in C.S. 
Comp. Applications or related 
field or foreign equiv. plus 3 yrs 
of progressively more responsible 
software dev. exp. or a bachelor's 
degree or foreign degree equiv 
5 five yrs of progressively 
more responsible software dev 
exp. Exp. must include working 
knowledge of 1) distributed object 
technologies, 2) Uniform Modeling 
Language, 3) middleware, and 
4) JAVA. $66,100 per year. Job 
Denver, CO and other unan: 
ipated job sites in the 
Application by resume only 
Send resume to Colorado Depart 
ment of Labor and Employment 
Employment Programs, ATTN 
Jim Shimada, Two Park Central 
Suite 400, 1515 Arapahoe 
Street, Denver, CO 80202-2117, 
and refer to order number 
JL1118721 


SENIOR SOFTWARE ENGI 
NEER to design, develop. 
implement, test, maintain and 
support web-based application 
software in a_ client/server 
environment using C, C++, Java 
HTML, XML Visual Basic, Oracle. 
CORBA, SAP, Weblogic, Web 
sphere and Netscape Application 
Server on UNIX, SUN Solaris 
and Windows platforms. Require 
B.S. degree in Computer Science. 
an Engineering discipline, or a 
closely related field with five 
years of progressively responsible 
experience in the job offered 
or as a Programmer/Analyst 
Extensive travel on assignments 
to various client sites within the 
U.S. is required. Competitive 
salary offered. Apply by resume 
to: Ravi Kandimalia, President 
Everest Computers Inc., 900 Old 
Roswell Lakes Parkway, Suite 
300, Roswell, GA 30076; Attn 
Job RM 
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At Microsoft, we search all 
over the world for the best 
and brightest candidates. 
Which brings us to you. 


Ne currently have opportunities in New York, 


NY, and Washington, D.C tng 


where heroes get their 


* Software Engineers (Field Alliance _ 5 
equipment: 


Support Engineers) (AI! Levels 


* Consultants (Ai! Levels) 


. This is Grainger. After all, we're a Fortune 500 

To apply e-mail your resume to Pee MM ee 
resume@microsoft ndicate Job Code Ce a hal a I ah ha betes career 
Bier Me Met 

h0601 in the subject line). Or mail a 7 ranked in Chicago Magazine as one of the top 25 
your resume to: Microsoft Corporation Pees 


Attn. Recruiting A22chO601, One Microsoft ? Fact cl ahrlateegh) Settee ahh lr 
Pili tar el Me i me aM eel ey e | le) 
Way, Redmond, WA 980 Pe a ee ee eee 
Me ee 
RM tee ee 
pT a MM a ce aD 
ee ee 
need to be than any MRO supplier in the world. 
RT Me ee Me 
BoM ee ee a eee ee 
Pea ti Me ea 
Bs le mee il gg 
ee ce a 


Microsoft Pte Mg Me ded 
Grainger. EOE 


Where do you want to go today? 


www.microsoft.com 


The ITcareers Network 
WECM eRe mere) t 
Vem oom ley 


As of May 14th, our network 
| reflects the ever changing state 
| of the economy: sleeker and 
more streamlined. 


please call 

or email Janis Crowley at WHAT MAKES.T 
1-800-762-2977 or 

janis_crowley@itcareers.net 


For more information, 


in column line ads are available in 

1/2” increments. Please contact 

your sales representative for rates It's he ongoing learning experience of 
and size availability. $ 


ntact: UnitedHealth 
Group, Attn: CW604, e-mail: 
Kristin_L_Nordling@uhc.com; 
Fax: 952-936-1703. 


7 t's commitment. A relentless dedication to rat 


| Full Page Bleed 10 5/8” x13-1/4" 


ry day, and refusing to settle for 
Full Page Live 8 3/4" x 11-1/4" | 


nit than your very best. 
| 2/3 Page 5 3/4” x 10 7/8” 


ion. It's rewarding yo 


| 

| 

| 

i 

i 

| 

| 

i 

2 

5 ice eed performance, and sharing in the satisfaction of | 
| 1/2H 83/4"x53/8" | j 
| 1/3 Page 5 3/a"x 53/8" | 
1/4 Page 41/4" x5 3/8" | 
1/6 Page 23/4" x 53/8” 

i 


being named - again - to Computerworld's 
100 Best Places to Work in |S. 

It's challenges. it's possibilities. And it's every 
IT career at UnitedHealth Group. What 


will you make of it? 


UnitedHealth Group 


BEST se cin: www.unitedhealthgroup.com 
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careers.com 


Se Rm Utd 
“hot”. We've been creating a dazzling 
Cr Mek 
RE aa MU a) 
twinkle in their creators’ eyes. We're 
DOU UR eka) 
ET a "ape more 


UML § 
SSC a DL 
eae 
Ss 


Lad 


be left standing-on your head? 


Our people are pioneering m-commerce. 
hd Mb anibsibonti Cie elt age 


PRICEVATERHOUSE(CoPERS @ 


can change the world 


join us. Together we 


Computerworld 


IT CAREERS 


TECHNICAL RESOURCE 
MANAGER to perform detailed 
sdy and analysi: f business 
processes of client companies 
with a view to recommend busi 
ness process strategies for 
opt 1g efficiency; Establish 
work pian and staffing needs for 
software deve oment projects 
and arrange for the technice 
cruiting ar gnment 
project personnel; Confer with 
in-house and external consultants 
in the implementation of Enter 
prise Resource Planning strateg 
and package at client 
Direct and coordinate activitie 
of personal working on variot 
client projects; Confer with project 
staff to outline workplan and t 
assign duties, responsibilities 
and scope of authority 
ith project personne! to provide 
technical advice and to resoive 
probler utilizing technica 
ackground in business process 
re-engineering; Review analysis 
of activities, « and operations. 
and forecast data to determine 
ject team's progre: oward 
ated goals and objectives 
Require: Master's degree in 
Business Administration, Manage- 
ment, or a closely related field 
with one year of experience in 
the job offered or in managing | 
projects related to the f 
of technical services. Competitive 
salary offered. Send resume to 
Murli N. Reddy, President, Charter 
Global Ir 5445 Triang 
Parkway site 190. Norcross 
992; Attn: Job BP. 


Panex Consulting, Inc. 


Panex Consulting is an IT 
boutique headquartered ir 
Houston, Texas. We specialize in 
various points of the Value 
Chain, bridging ERP to Data 
Warehousing and E-commerce 
We are looking for the foliowing 


Chief Strategist - Computer 
Programming; to arch, plan. 
schedule & direct preparation of 
Enterprise Reso 
programs for data processing & 
problem solving. Assign, coordi 
nate & review the work ( 

sis personnel. Consult with 

ient's managemer am t 
identify the objectives of the 
project & t arify systems & 
program intent. identify problerr 
& suggest changes to Enterprise 
Application Integration programs 
Research technology trends and 
develor novative strategic 
plans. Req: Masters deg 
n Cc > Management 
and y f experier 
ered as 


Software Engineer for com 
cated in Hol od, F 
40-hour week 9 ar pr 
Master's Degree foreign 
Gegree equivalent < 3 2 years 
experie 
years as cor computer 
industry. All duties of Software 
Engineering including gathering, 
analysis, design, coding and 
implementation support for 
clients ntact: Janet Miller 
Administrative Assistant, VizuAll 
Inc., 2719 Hollywood Boulevard 
Hollywood, Florida 33020 
hone: 305/654-4017 or Fax 


Gate Gourmet Division Americas, 
Inc., a catering service company 
located in Memphis, TN is seeking 
candidates possessing MS/BS 
or equivalent and/or relevant 
work experience for employment. 
Ability to work and mentor others 
in the following languages is 
desired: SAP, ABAP, DCOM 
onnector, Visual Interdev, Oracle. 
and SOL Server. Must be willing 
to travel and relocate as required. 
Please forward resume 


bgann @gategourmet.com 


June 4, 2001 


COMPUTER IT 
SAP Developer (Senior Consul 
tant). Requires a bachelor's 
degree in Engineering or Com 
puter Science and two years 
experience in the job offered or 
two years’ experience in ABAP/4 
gr g in Materials Man 
agement SAP logistics module 
stated experience must 
nvolve the following: ABAP 
performance tuning techniques 
and code review and use 
ainter and SAPScript 
SAP Forms. In lieu of a bachelor’s 
degree, will accept three years of 
university-level credit emphasizing 
one of the stated fields and two 
years % additional tated 
experience. Engac 
programming ir 
Management SAP 5 
module and EBP (Enterprise 
fe nal) using 
fainter and SAPScript 
SAP Forms. Tune reports usi 
rmance tuning tech 
yes and code reviews and 


2 database environment 
ibleshoot problems for SAP 
istics R/3 modules and EBP. 

5:00. Salary range 
$80,000 - $86,000/year dep. on 
qualifications. Apply with resume 

arnette, International 

t Company, 3232 Play 

Memphis 


PROGRAMMERV/ANALYST to 
analyze, design, develop, test 
integrate and implement appli 


cation software using Object 


Oriented Techniques, C, C++ 


Java, HTML, JavaScript, CORBA 
Orbix, Oracle 1 and Rogue 
Wave under UNIX, SUN Solaris 
and Windows operating systems. 
Require: B.S. degree in Computer 
Science, an Engineering disc 

pline. closely related field 
with one year of experience in 
the jc ffered. Extens travel 
on assignment to various client 
sites w the U.S. is required. 
Competitive salary offered. Send 
resume to: Roz L. Alford, Principal 
ASAP affing LLC, 3885 
Holcomb Bridge Rd., Norcross. 
GA 30092; Attn: Job KL 


Openings for Programmer. 
Analysts nationwide Looking 
for One Oracle Web Applications. 
Three VB/ASP and One ATG 
Dynamo Server. Masters or 
Bachelors degree with 5 years of 
Progressive Experience required 
Salary: $55-65K DOE. U.S. 
Citizens or Permanent Residents 
only. Send inquires to: careers @ 
ftc2000.com Or fax Resume to: 


7 864-7711 


NEED 
poem Lis 


START WITH 


IT careers and 

IT careers.com reach 
more than 2/3 of all 

US IT workers every 
week. If you need to 
hire top talent, start by 
hiring us 

Call your IT careers 
Sales Representative or 


Janis Crowley at 
1-800-762-2977. 


wsiesceidiniatahaoaeainaencioadl 


DOA 
| BETTER | 
JOB 
AT 
HELPING 
YOU 
GET 
ONE. 


CALL: 


1-800-762-2977 


careers 





it’s Nice To Be 
Appreciated 


Computer World 


100 


Best Companies 


at ee 


2 


We tand that hiring the best people 
means treating mae the — . 


We offer... 
* People Leadership * Flexible Work Schedules + Telecommuting 
Development * Escalating Rewards * Employee Discount 
* Work/Life Balance and Recognition 
* e-Business * Internet Development * Data Warehouse * ERP * Business Analyst * Visual Basic * Visual interdev 
* Active X * ASP « JAVA * HTML * COM/DCOM * Oracle * SQL Server * MS NT * Exchange « lS * Cisco * UNIX 
* Clarify * C/C++/Pro ‘C + Architecture & integration * Quality Assurance * Lucent 


Send your resumé to: 
Best Buy Co., inc. Attn: HR-IS/ADMST 
7075 Flying Cloud Drive 
—_j Eden Prairie, MN 55344 
TurnOntheFun E-mail: Opportunities@BestBuy.com 


We Still Have That 


Youthtul Spirit 


© 2001 Best Buy 


needed 


a Fremor 


of Enterprise. 


extractors 

sources and info cubes. A The Household family of companies has created quite a leg 
123-year history as a preeminent leader in the financial services 
we've learned at Household Technology & Services, it’s how t 


for professional satisfaction, defined by our technical innovat 


and submit >. Unix and Windows NT seeking SEM 
lor approv Prepare 
Flowcharts and rams to Must be w g to travel and 
llustrate the sequ of events Please e-mail r 
and steps programs must follow relocate required. Email 
desc the logical opera 
tions involved. Work with PEO 
PLETOOLS, POWERBUILDER 
AND CODE GENERATION 


Management/APO 


division of Household, we are thriving while other companies are stru 
resume to recr @ dtius.com 


rom various publications 


Perhaps that’s why we continue to receive 


Must be willing to travel and 
cate as required. Several 
1s available. Masters 
Degree or equivalent in Com 
puter science, or related and (2) 
s experience in the job of 
fered or in a related occupation 
as a Programmer/Consultant 
Applicants must show proof of 
legal authority to work in the U.S. 
Send resumes to ILLINOIS DE 
PARTMENT OF EMPLOYMENT 
SECURITY, 401 South State 
Street- 7 North, Chicago, Illinois 
60605, Attention Shella Lindsey 
Reference #: V-IL-24985-L AN 
EMPLOYER PAID AD, NO 
CALLS- SEND 2 COPIES OF 
BOTH RESUME AND COVER 
LETTER 


STU C hy Toot 


Protessional Consulting Services. 
Inc. has position opening for 
Programmer Analysts in Chicago. 
Must have a minimum of a 
Bachelor's degree in Computer 
science or Computer or 
Electronics Engineering, a 
related field, or equivalent 
Please send resume and cover 
letter to: Rossanne Macias 
PCS, Inc. 1415 N. Dayton #3S, 
Chicago, li. 60622 Please 
indicate job code # 13148 on 


your cover letter. 


sty oe 


Better get in here 





10604WMW 12 


Protech Solutions 
Innovative iT solut 

S clients nationwide. W 

mmediate full 
opportunities for Progre 
Engineering P 
Programmer Ar 
Analyst, Softw: 
DBA’s, Cor 
Software Consultants in any 
the followin areas 
LAN/ANEnterprise NW, MS 
Exchange, Web Server 
Terminal Servers 
Deployment, S 
Distribution, Visual St. 
C++, Oracle, Dev 2000. 
MSMQ, DCOM, Active X, S 
DBA, MCSD, OCP, HTML,S¢ 
DHTML, XML, ASP, XSL 
MCD,COBOL,CICS,DB2 
IMS,VSAM,TCL, PL/1, DBA 
$/370,ES 9000,ADABAS 
Natural, ERP Systems 
SAP,Peoplesoft,Bachelor's 
/Master's Degree required 
depending on position. We 
also accept the foreign 
educational equivalent of 
the degree, or the degree 
equivalent in education and 
experience. Excellent benefits. 
Send resume/salary req. to: HR 
Protech Solutions, Inc 
124 W. Capitol, Suite 550, Little 
Rock, AR, 72201 or 
HR@protechsoft.com 


rds from various s 
ncluding COMPUTERWORLD. We currently seek highly experienced 
professionals who retain the youthful nnovation. Opportunities are 
available in the following areas 


PowerBuilder, Java, OOD * Oracle, DB2, Sybase DBAs 
COBOL, Mainframe * SAS Analysis * Managers of Business 
Systems * NT Network, UNIX & Lotus Notes * Computer 
Operations (All Shifts) 


Please contact us at: Household, Human Resources, 100 Mittel 


Drive, Wood Dale, IL 60191, Fax: 630-350-6002, E-mail: 
recruit@ household.com 


= 
work Hard. 
“~~ Have Fun 


HOUSEHOLD 


www. joinhousehold.com 
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@ careers.com 


One day... 
...two great ways to find your 
next oon job! 


During the day, attend the Silicon 


Valley's Top Technology Career GLOBAL 


na... ® TechExpos 


Who... 


was behind the concept that led to the development of the compact disc? 
played a significant role in the development of the Xerox copier? 
recommended the bar code symbol found on millions of consumer products? 
developed the protective coating on golf balls that prevents them from cracking? 


“ Coie 


... then at night join us for the 
largest and most exciting 
technology networking event He 

The World's Largest Pink Slip Party! 

ops PARTNERS 
Silicon Valley Career Event 
Tuesday, June 26" 


Career Expo Hours 10:00AM - 4:00PM 
Pink Slip Party Hours: 5:00PM - 8:00PM 
San Jose Convention Center Parkside Hail 


sf G irl.com 


craigslist.org At Battelle, we're in the business of innovation. We serve industry and 

government by developing the tec hnology behind some of the most successful 
products in the world. With a staff of 7,500 scientists, engineers, and support 
specialists, we work on fascinating projects that result in between 50-100 


patented inventions each year 


lf you said “Battelle’s the One,” congratulations. You are absolutely correct 


Calttornia Alumni 


Exhibitors... Limited space stil! available. Call 


866-832-EXPO 


To learn more about our remarkable organization and the exceptional career 
opportunities that we offer, please visit our website at www.battelle.org. EOE 


+ *Battelle 


ri ai . 
The Business of Innovation 


*CONTRA COSTA TIMES 


Hundreds of positions with the Silicon Valley’s leading employers. 
Networking event features entertainment, drinks, fun and HOT job 
opportunities. NO CHARGE! Visit our website for more details. 


www.GlobalilTechExpos.com 


e the world leader in helping OSITION bilingual ju 


EN 


Liters ite 
reir Te 


We've built one of the worid’s larg 
ransportation services companies using 
world-class information systems. And, 
we've done it in a beautiful, natural 
setting with strong communities 
good schools, safe streets and 
great quality of life. We have 
immediate opportunities for 
experienced Information Systems 
Professionals in a Client-Server 
Technology-based environment, utilizing 
IBM CMOS, MVS/ESA, RISC, AS/400 and 
Windows/NT platforms. 


Positions are now open for Systems 
Programmers (OS/390, UNIX), Data Modelers 
Logical, Object, Business), Mainframe 
Developers (COBOL li/CiICS/DB2), Network 
Engineers (NT Servers, VTAM, SNA, TCP/IP, 
Token Ring, Ethernet), Lotus Notes Team 
Leader, Computer Operators (JCL, TSO, MVS) 
and Helpdesk 


Competitive salary/bonus/benefits and a 
generous relocation package. 


Send resume to: 


J.B. HUNT TRANSPORT, INC. 
Human Resources - Dept. D 
615 J.B. Hunt Corporate Drive 
Lowell, AR 72745 
Fax: 501-820-8249 
email: jenny _baker@jbhunt.com 


SS J.B. HUNT “ss, 


Check our website for complete job listings. 
www.jbhunt.com * EOE. Subject to drug screen. ena 


SS 


ne 
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Andrew Corporation is a leading global developer & supplier of 
communications equipment, systems, & services for markets 
including wireless communications, broadcast & common 
carrier. We currently seek an experienced professional for our 
Orland Park, IL location 


SAP System Developer 

Responsible for all aspects of SAP system design, development & 
implementation. Duties include: design & construct complex inter 

faces b/t SAP & external systems, or b/t other SAP systems; design 
& construct complex bolt-on functionality or reporting in SAP; exe 

cute performance tuning of interfaces & bolt-ons; code individual 
modules & complex functions; develop application tables, panels 
& reports for projects; integrate software & develop external 
interfaces; serve as project manager for large, complex technology 
projects; assist less experienced developers; provide development 
expertise & advanced problem-solving & technical support. Andrew 
offers a complete compensation/benefits package. Forward resume 
to Attn: HR/JC, Andrew Corporation, 10500 W. [S3rd 
St., Orland Park, IL 60462. Fax: 208-445-1100. E-mail: 


janice.ceresa@andrew.com 


ANDREW 


www.andrew.com * EOE 


IT consulting company special Software Engineer available for 
izing in software engineering and 
systems integration is looking for 


engineers, systems Master de 


Columbus Oh Must have 


Computer 

alysts 

its for its Chicago. 

tions. ideal candidates 

shall have degrees in computer C++/C, MFC, ODBC/OLE DB 

rical engineering 

or related field. Advanced edu 

cation or equivalent plus experi and Per 

ence in C++, Visual Basic, Cobo! Windows NT and UNIX also re- 

and Oracle are desired. Please 

mail resume with — salary 

requirement to HR Dept., Trigent 1850 Parkway Place, Suite 
Software, Inc. at 11 Main Street. a - 

Southborough, MA 01772. No 1100, Marietta, GA 30067, NO 


calls please. EOE Calls. EOE 


Science or related with computer 


field with 2 yrs. exp. in Visual 


COM/ActiveX, SQL, Java, Tcl/Tk 


Experience with 


quired. Resume to HR Manager 


Talent is the fuel of the new economy. 


Bice coche im UOlmO ri mcemiIn Comilinc a 


into our pag 


2mpanies stay 


S ON a personal basis. 
And that makes all the difference. 


ACS Consultant/Software 
Engineer 

The Developer consultant pr 
vides services and technica 
Support to clients thi in software 
application develop it. Respon 
sible for analysis, dt coding 
testing, and integration of complex 
software applicati solutions 
Requirements include an MS in 
Engineer/Computer Science/in 
formation Systems, MBA or BS 
n these disciplines, plus 2-5 
years of experience. Experience 
with database systems including 
DB2/2, Oracle, and Sybase 
required, along with knowledge 
of C, C++, Visual Basic 
clienvserver Win95/98/2000 
and/or NT, and/or UNIX. Knowl 
edge of at least one network op. 
erating system (Novell, LAN 
Manager, LAN Server, Banyon 
Pines) necessary. Job locations 
are throughout the US. 


Aspect offers outstanding career 
opportunities and a highly com- 
petitive compensation/benefits 
package. To forward your resume 
(referencing Job Code: ASC001 
RIR/INFOW), e-mail: staffing @ 
aspect.com; fax: (408)325-2943; 
or mail: Aspect Communications, 
Attn.: Staffing Department, 1310 
Ridder Park Drive, San Jose, CA 
95131. EOE/AAE. www.aspect 


com 


networking consultant 
PAY: $32,500/year, 40 hours 
week, overtime as needed 
DUTIES: Assemble and configure 
network hardware t reate 
functional Local Area Networks 
(LANs). Install, configure, and 
administer network operating 
systems such as MS Windc 
NT 4.0 and/or Novell Ne’ 
4.11. Program network server 
applications such as MS 
Exchange Server (e-mail/mes 
saging), MS Systems Manage: 
ment Software (network admin: 
istration), Remote Ac Server 
(mobile user dial-in), and other 
server applications. Install and 
configure client hardware, oper- 
ating system, and applications 
for network or independent use 
Support both English and Japan 
ese applications, interface, and 
users. Participate and lead in 
needs analysis sales presentations. 
QUALIFICATIONS: Bachelor 
degree in computer science or 
related field; fluency in Japanese 
90% of clients assigned to 
position are Japanese and 
applications are in Japanese 


Applicants must show proof of 
legal authority to work in the U.S. 
Send resumes to: Illinois Dept. of 
Employment Security (IDES 
401 S. State Street - 7 North 
Chicago, Illinois 60605 Attention 
Joanne Breaux Reference # V-IL 
25808-N 

AN EMPLOYER PAID AD 

CO CALLS - SEND 2 COPIES 
OF BOTH RESUME & COVER 
LETTER 
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You're ambitious and talented. And you're looking for a place where your ideas will flourish. At Intel, 
we depend on the contributions of all our employees—brilliant minds in 40 countries, from all walks of life. 
We believe that a wide range of experiences and perspectives at intel is a necessity and an asset. 
Because we understand that everyone's ideas are important, you can expect your ideas to be heard 
and your work to be noticed. 


For consideration, please e-mail your text resume to: globaljobs@intel.com 


Make the most of your mind 
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Webcasts Editorial Yagi ek 


What could be harder than finding time to keep up with the latest IT trends and technologies? 
Doing your job without them. At ITworld.com, our innovative webcasting programs are changing 


how IT pros acquire information and knowledge. We'll change the way you view IT, too. 


View any IDC Live! webcast and get the IDC research bulletin, 
"What Every Executive Needs to Know About Security," FREE (a $1,500 value). 


Reserve your space at www.itworld.com/itwebcast/idc1 


re a 
4 j 


Changing the way you view IT. 
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Continued from page 1 


Oracle 


in place in the US., offering 


customers a choice of only 
named-user licenses or licens 
es based on processor speed, 
known as the Universal Power 
Unit (UPU). 

On the matter of whether 
the price cuts in Japan will be 
followed by lower prices in the 
U.S., Wendell Laidley, an ana 
Credit First 


lyst at Suisse 


Boston’s Technology Group in 


Continued from page 1 


OAUG 


Network NV. “When you are 
discussing and trying to re- 
solve a difference, you don't 
. tell 
everyone what you discussed. 
Certainly, I don’t.” 

OAUG has declined to hold 
its events under the Oracle 
umbrella, claiming that doing 

compromise the 
of the and 
make them more focused on 


marketing. 


walk out the door and 


so would 


openness events 


Oracle this year hosted its 
own Oracle Appsworld confer- 
ence, diverting resources and 
personnel from the OAUG’s 
events and causing consider- 
able friction between the two 
groups. 

The feud 
week when Oracle posted de- 


intensified last 
tails about its proposal to the 
OAUG on its Web site, along 
with a copy of a letter sent to 
OAUG officials and an online 
poll seeking input on the mat- 
ter from rank-and-file users. 

Oracle had included various 
sweeteners in the proposal, in- 
cluding an offer to designate 
an “OAUG Day” at each con- 
ference and to let the indepen- 
dent group manage the “user 
content” of the events. 

The OAUG rejected the lat- 
est offer, which it claimed 
sounded like the proposal Ora- 


San Francisco, said it’s too ear 
ly to tell. “I have to believe that 
there’s some consistency be 
tween Oracle Japan and the 
rest of the world,” said Laidley. 
But, “I don’t know,” he said. 

Another analyst in the U.S., 
who was scheduled to receive 
a nondisclosure briefing from 
Oracle executives on pricing 
issues Friday, said Oracle can 
celed the briefing at the last 
minute 

Kristin Kryway, an Oracle 
that 
Oracle’s headquarters was un- 


spokesperson, indicated 


certain of the specific actions 


cle made to it last year. More 
over, Young said, “I am forced 
to wonder whether Oracle [is] 
really negotiating in good faith 
in this matter.” 

Young OAUG’s 
board feels that a compromise 
Oracle 
agreed to send about 60 devel- 
technical 


said the 


could be reached if 


opers to lead ses- 
sions at the user group’s next 
conference, due to take place 
in San Diego in September. 
“One choice is that there is a 
joint conference. The other is 
that there is an independent 
one. The the 
table is an independent confer- 
ence [that’s] dependent on Ora- 
cle,” said Mark Jarvis, Oracle’ 
chief marketing officer. Jarvis 
also criticized the OAUG board 


choice not on 


and defended Oracle’s decision 
to go public with the talks. 

“I don’t know what [Young] 
private negotia- 
“This is 
its 


means by 
he said. be- 
Oracle 
The reason why we're [going 
directly] to users is simply 
that, in the past, it has been 

the 
miscommunicated 


tions,” 


tween and users. 


clear to us 


board 


user group 
has 
to [its members].” 

Jarvis said the vendor wants 
to limit the number of confer- 
ences related to its applica- 
tions, partly for economic rea- 
sons. “This is not just an Oracle 
issue,” he said. “It also involves 
Oracle’s [business] partners. 
These companies cannot afford 
to go to seven conferences.” D 


NEWS 


of its Japanese unit. That unit 
Ora 


but it’s an independent operat- 


is majority-owned by 
ing company, she said. 

“They did put out a press re 
lease, but it’s in Japanese and 
know 


we don’t what it says,” 


Kryway said. “We’re working 
on getting it translated.” 
Kryway that Oracle 


hasn’t announced any changes 


added 


in the U.S. and declined to say 
whether pricing changes are 
forthcoming here. But Laidley 
said he recently spoke with top 
Oracle executives about the 
changes in Japan. 

In contrast to the negative 
reaction that the 
structure has drawn in the U.S., 


UPU pricing 


where many Oracle database 
users have complained pub- 
licly about what they consider 
to be exorbitant pricing that in 
some cases has led to project 
delays and cancellations, cus- 
tomers in Japan have respond- 
ed positively to the new pric- 
the Credit 


ing, according to 


Suisse report. 


Continued from page 1 


Itanium 


They include Dell Computer 
Corp., IBM, Hewlett-Packard 
Co. and Compaq Computer 
Corp., which are all slated to 
start shipping Itanium boxes in 
mid-June. 

Itanium is the name for In- 
64-bit 
processor family as well as for 
the first chip in that new gen- 
eration. Work on the technolo- 
gy began in June 1994, when In- 
tel and HP announced a joint 
development agreement to de- 


tel’s next-generation 


sign a generation of processors 
that would be capable of run- 
ning high-end x86-based appli- 
cations and Unix applications 
equally well 

Itanium processors at one 
point were expected to ship as 
early as 1999, Intel claimed that 
it underestimated the time it 
would take to develop a proc- 
of this 


essor architecture 


“In Japan, the response 
been generally positive to 
new model, and believe 
that 


fused to accept the new pric- 


we 


scarcely anyone has re 


ing,” the report stated. “Some 
70% of customers have found 
that switching to the new mod 
el is cheaper.” 

The new pricing effectively 
reduces the cost of the Ora- 
cle8i Enterprise Edition run 
ning on a server equipped with 
a single processor from 12.8 
million yen (about $107,634) to 
9.6 million yen (about $80,725), 
according to the Credit Suisse 
report. Similar reductions have 
been announced for systems 
with up to 64 processors, as 
well as the workgroup edition 
of the database and the stan- 


dard and enterprise editions of 


Oracle’s Internet 

Server software. 
The Japan 

demonstrate “a sensitivity and 


Application 
reductions in 


a willingness to be responsive” 
to the needs of users, Laidley 


said. “I think they’re trying to 


scope, though there have been 
previous reports of desis 
glitches and problems in tl 
manufacturing process. 

The chips are based on a 
design called Explicitly 
Parallel Instruction Comput- 
ing. The design implements 
features 


new 


called predication, 
speculation and explicit paral- 
lelism that significantly boost 
performance existing 
CISC- and RISC-based proces 
sor architectures, said Intel. 
Such features, 
full 64-bit 
memory 


over 


combined 
with addressing, 
large support, in- 
creased floating-point perfor- 
mance and_high-memory 
bandwidth, make Itanium a 
good platform for large server 
and workstation applications, 
according to the company. 

The National Center for 
Supercomputing Applications 


(NCSA) at the University of 


Illinois at Urbana-Champaign 


plans to install a cluster of 


160 IBM Itanium-based Intelli- 
Station workstations because 


icerns 
become more v 

» last month.” 
Raymond Lefebvr 
f database administr. 


The Stride Rite Corp. in 
that from 
it’s 


tive for Oracle to become 


ington, Mass., said 


user perspective, impera 
more 
competitive on th 


front and not just or 


nology front. “If they follow 


suit in the [U.S.], they will do 


users 
‘This is important th 
they this. [Microsoft 


Server and IBM’s DB2 ar 


s SQI 
coming more scalable and ve 
easy to install and maintain 
Carl Olofson, an analyst 
ID¢ 
said 


in Framingham, Mass 
any announ 
price reductions 

elsewhere will likely 


pressure in the U.S.” to d 


we 
same. “[Larry Ellison’s] a smar 
guy and he’s not going to let 

policy stand in th 


ing money,” Olofson said 


said Dan Reed, director of 
NCSA. “It’s early 
but So f: I 
have seen has 
lar,” Reed said 
The NCSA has t 
Itanium systems f 
“It has been really 
performance 
hardware,” agreed I 
chief 


Cornell Theory Center, \ 


t 


plans to install a 128-processo1 


Dell Itanium cluster t 
‘ations I 
1 Ithaca, N.Y 


it Outperform 


research appl 
nell University it 
“We have seen 
ing even late-generation RIS¢ 
architectures” on 
plications, he said 

But 
will have to wait until 
as Me 


starts shipping some 


most cort 


successor, known 


year before they « 


tap such perforn 


least how 
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Ev hing! 
Encrypt Everything! 
LL RIGHT, why doesn’t everyone encrypt e-mail? Last 
week, word got out about a draft report from a commit- 
tee of the European Parliament regarding Echelon, the 
National Security Agency’s (NSA) system for eaves- 
dropping on telephone calls, faxes and e-mail messages 
(see story, page 20). In the leaked report, the committee urges busi- 
nesses and even ordinary citizens to encrypt all e-mail to protect it 


from unauthorized snooping. 


So why don’t we? Why aren’t we routinely using encryption on 
everything we send out on the Internet already? Short answer: 
Because we don’t believe we need it. 


Really, we don’t. Oh sure, those cranky old 
guys in the glass house probably think encrypt- 
ing everything is a good idea. They’ve been 
fanatical about data security on the mainframe 
for decades. They’re the ones who now refuse 
to let their precious data past the firewall unless 
it’s on a virtual private network. 

But the rest of us? We just don’t see why. 

We know millions of people send unencrypted 
e-mail every day. We know credit card numbers 
are almost never actually stolen using sniffers, 
and the likelihood that a cracker or industrial 
spy could tap critical information from that 
firehose of a bitstream is almost nil. We know 
the Internet has grown to become the backbone 
for e-business without much encryption. We 
figure: Why worry about it now? 

Sure, we hear about the NSA’s Echelon and 
the FBI’s Carnivore. Maybe we even get hot and 


bothered about them. But hey, those systems are 


aimed at crooks and foreigners, right? 

Besides, encryption is inconvenient for users. 
And our customers and business partners might 
not use the same crypto system we do. And 
someday, all the vendors will like- 
ly get together and give us a uni- 
versal standard for e-mail encryp- 
tion. In the meantime, why fix 
what’s not broken? 

Because it is broken, that’s why 

— and it’s long past time to fix it. 
The cranky old data center guys 
are right: Data security really does 
matter. And we should never have 
gone so far down this road leaving 
so much data unprotected. 

The Internet today is a huge se- 
curity hole for our systems. It’s the 
one place where our data is ex- 
posed to the outside world. Every- 


FRANK HAYES, Computerworld’s 
senior news columnist, 
has covered IT for more than 
20 years. Contact him at 
frank_hayes@computerworld.com. 


thing else, from the heart of the data center 
right out to the edge of our networks, is se 
cured. But out on the Internet, it’s not. 

Have we gotten away with ignoring that secu- 
rity hole so far? Yes, mostly. But how long can 
that last? We could probably leave the back 
door to the computer room unlocked for a 
while too, but it would still be crazy. 

We can’t plead ignorance of the risks, not 
anymore. Officially, U.S. agencies refuse to ad- 
mit Echelon even exists, although its existence 
and function have been confirmed by former 
NSA employees. But former CIA Director James 
Woolsey has publicly acknowledged that the 
U.S. spies on non-U.S. businesses — to unearth 
cases of bribery and sanctions violations, he 
told a press conference last year. 

If we can do it to them, their countries can do 
it to us. And what government spooks can do 
now, private spies will be doing soon. Even if we 
believe the Internet is safe today, we should 
know it won't be tomorrow. 

We can’t really believe encryption is too 
mysterious or technically complex for us to 

implement. Financial organiza- 
tions have used it for decades. 
Teenagers who download PGP 
use it every day. If we can’t 
handle this, we’re in the wrong 
business. 

And we know we can’t wait 
for e-mail vendors to implement 
universal crypto when they get 
around to it. What we don’t push 
vendors for, we won't get. 

The time is now. The technol- 
ogy is there. The need is clear. 
Which really just leaves one ques- 
tion: Why aren’t we encrypting 
e-mail? D 
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Riles 


COLLEGE PROFESSOR con 
plains that some documents run 


off the right-hand side of the 


from portrait to landscape,” IT 
pilot fish suggests. “I thought 
about that,” says prof. “But my 
printer doesn't let me put the 


paper in that way.” 


IT READ FINE IN GERMAN 
All U.S. employees of this big 
German software company 
receive a pamphlet with the 
eye-catching headline, “Is Your 
Job Safe?” That makes them 
nervous - until they realize the 
pamphlet just details security 
measures for protecting compa 


ny data during program runs. 


PROJECT TO REWORK stan 
dards consortium’s Web site 
stretches on and on, so IT team 
whimsically names the staging 
server Sisyphus, ” 
this rock is never going to get 
uphill,” says marketing pilot fish 
But he cringes when the site fi 
nally goes live and all the Web 
addresses still have “sisyphus” 
in them. “Since a complaint 
many people have about making 
standards is that it takes forever 
to do, it puts us in a bad light,” 
fish argues. IT guys don't get it, 


since it seems 


__ rr 
but the boss does. The server's 


name is changed 


USER HAS PASSWORD trou 
ble, so she calls tech support 
pilot fish. He watches while she 
types “******" for her pass 
word. “No,” says fish, “You have 
to type in your assigned pass 
word.” Sighs user, “But when | 
type it in, it just looks like aster 
isks anyway. | thought six stars 
would be easier to remember.” 


ARCHITECT PILOT FISH 
working on a bank halfway 
across the country gets a call 
from the bank's project manag- 
er, who wants to see the current 
floor plans immediately. Manag 
er has trouble opening e-mail 
attachments, so he wants the 
plans faxed. Fish tries, but the 
line is busy. He tries again and 
again - still busy. Finally, he gets 
through to the project manager 
Is the fax machine busy? he 
asks. It can’t be, says the project 
manager - I've got my laptop 
plugged into that line right now 


Fax, no; e-mail, yes: sharky@ 
computerworld.com. You get 
a sharp Shark shirt if your true 
tale of IT life sees print - or if it 
shows up in the daily feed at 
computerworld.com/sharky 
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BANDWIDTH AT YOUR FINGERTIPS 


Yipes, the defining provider of optical IP services, will change the way you look at bandwidth 
Our gigabit IP-over-fiber network lets you choose the bandwidth that’s just right for your business 
With up to | Gbps in | Mbps increments, you get the power you need, right when you néed it 


And since the Yipes network is IP and Ethernet throughout, you won't need any new equipment 


to tap into its robust bandwidth. Scalable, secure and super fast. That’s the Yipes metwork 
Want to turn on the power? Check out www.yipes.com or call 877-740-6600. 


yipes 


t's fast! 
Optical IP Networks 


2001 Yipes Communications, Inc. All rights reserved. Yipes. the 
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THEY NEEDED SOMETHING PROVEN... SOMETHING INTEGRATED. THE CODERNAUTS NEEDED 


WEBSPHERE ror E-BUSINESS 


j CHOSEN 2:1 OVER OTHER E-BUSINESS SOFTWARE PLATFORMS j 


~ IT’S A DIFFERENT KIND or WORLD. 
@ business software ibm.com/websphere/choser YOU NEED A DIFFERENT KIND or SOFTWARE. 





